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Introduction 


In  Alberta,  tourism  is  big  business.  The  tourism/hospitality  industry  of  Alberta  presently 
creates  an  estimated  100  000  full-time,  part-time  and  seasonal  jobs.  By  the  year  2000, 
tourism  has  the  potential  to  provide  220  000  jobs  for  Albertans.  This  tremendous  growth 
potential  represents  both  an  opportunity  and  a  challenge. 

The  Alberta  Tourism  Education  Council  is  responding  to  that  challenge.  We  are  working  to 
put  together  a  comprehensive  network  of  education  and  training  programs.  We  want  to 
help  those  people,  currently  working  in  tourism,  to  expand  their  skills  and  move  ahead  in 
the  industry  We  also  want  to  attract  energetic  and  talented  individuals  to  the  many  excit- 
ing and  rewarding  career  opportunities  in  tourism. 

One  of  the  important  initiatives  we  have  undertaken  is  the  development  of  individual  certi- 
fication standards  for  a  wide  range  of  tourism  occupations.  This  province-wide  system  of 
certification  is  a  major  advance  for  Alberta's  tourism/hospitality  industry.  It  provides  a  spe- 
cial opportunity  for  us  to  work  with  our  partners  in  education,  government  and  industry. 
Certification,  itself,  provides  individuals  with  the  opportunity  to  demonstrate  their  skills, 
challenge  an  examination  and  receive  an  industry  recognized  certificate  from  the  Alberta 
Tourism  Education  Council. 
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Certification  will  enable  employees  and  employers  to  further  their  career  development 
goals.  Certification  will  also  lead  to  an  enhanced  image  of  the  career  opportunities  avail- 
able within  the  tourism/hospitality  industry. 

If  you  would  like  more  information  on  how  you  can  benefit  from  these  certification  stan- 
dards, please  call  or  write: 


Alberta  Tourism  Education  Council 
1 700  Standard  Life  Centre 
10405  Jasper  Avenue 
Edmonton,  Alberta 
T5J  3N4 

Phone:  (403)  422-0781 
Fax:  (403)  422-3430 
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T  What  Are  Standards? 

Standards  are  points  of  reference  from 
which  measurements  may  be  made.  We 
often  hear  the  question  -  "Does  this  per- 
son meet  the  industry  standard?"  yet  in 
many  instances,  we  haven't  exactly 
defined  what  "industry  standard"  means  to 
the  different  people  who  work  in  the  four 
major  sectors  of  the  tourism  industry. 
Clearly,  many  very  different  perceptions  of 
"industry  standards"  exist. 

The  mandate  of  the  Standards  and 
Certification  Committee  of  the  Alberta 
Tourism  Education  Council  is  to  bring 
together  industry  representatives,  educa- 
tors, government,  and  all  stakeholders  to 
help  define  these  industry  standards.  The 
challenge  this  task  presents  is  immense 
but  what  it  represents  is  an  exciting  step 
toward  the  pooling  of  resources  by  all  lev- 
els of  the  tourism  industry. 

T  Why  Do  We  Want  To 
Define  Standards? 

For  too  long,  people  working  within  the 
tourism  industry  have  been  labelled  as 
unskilled  workers.  The  stereotype  is  far 
from  the  truth. 

The  time  has  come  to  generate  greater 
public  awareness  of  the  variety  and  com- 
plexity of  tourism  occupations.  As  a  major 
step  in  developing  this  new  awareness,  the 
Certification  Program  of  the  Alberta 
Tourism  Education  Council  will  provide 
opportunities  for  those  within  the  industry 
to  earn  official  credit  for  their  educational 
and/or  work  experience. 

By  defining  standards  we  help  to  increase 
awareness  of  the  competencies  required  of 
professional  members  of  the  world's 
fastest  growing  industry. 


T  Who  Will  Benefit 
From  Standards  And 
How? 

In  the  long  run,  everyone  benefits  from  the 
defining,  implementing  and  monitoring  of 
performance  in  relation  to  predetermined 
industry  standards.  By  maintaining  or  rais- 
ing standards,  local  and  visiting  con- 
sumers benefit  as  well  as  those  profes- 
sionals who  meet  or  exceed  the  standards. 
Some  of  the  specific  groups  who  can  ben- 
efit from  the  development  of  standards  are: 

Employers/Owners 

▼  standards  help  to  define  areas  where 
employees  must  be  proficient.  This 
helps  with  recruiting,  training  and 
development  of  staff  members. 

▼  Used  as  a  checklist,  standards  help  to 
ensure  that  all  areas  of  the  business, 
which  are  employee-driven,  are  being 
satisfied. 

T  As  a  basis  for  developing  programs 
which  lead  to  certification,  standards 
provide  employers  with  a  more  highly- 
trained  work  force. 

Service  Professionals 

(individuals  working  within  industry) 

T  Standards  help  to  identify  career  paths. 

▼  Service  professionals  benefit  through 
an  enhanced  public  image. 

T  Standards  provide  the  basis  for  chal- 
lenge, self  improvement  and 
advancement. 

T  Standards  supply  a  framework  for  cer- 
tification. Credit  is  earned  on  the  basis 
of  experiential  and  educational 
credibility 
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T  With  expectations  more  clearly 
defined,  standards  help  to  provide 
higher  and  more  measurable  levels  of 
performance  leading  to  enhanced  indi- 
vidual self-concept. 

Students 

T  Standards  help  students  to  visualize  all 
career  options  in  the  tourism  sector, 
leading  to  informed  decisions  regard- 
ing career  paths  in  tourism. 

T  Standards  will  help  to  promote  the 
tourism  industry  as  a  viable  and  fulfill- 
ing career  choice. 

Educators 

T  Standards  provide  the  basis  for  the 
curriculum  and  program  development 
necessary  for  certification  from  the 
Alberta  Tourism  Education  Council. 

T  Awareness  of  the  complexity  of  occu- 
pations within  the  tourism/hospitality 
industry  is  enhanced  through  establish- 
ing standards. 

T  Existing  and  future  service  profession- 
als are  provided  with  frameworks  for 
enlightened  and  practical  training 
programs. 

T  Educational  expertise  is  channelled  to 
the  areas  of  industry  where  it  is  need- 
ed and  applicable. 

▼  Where  Do  We  Go 
From  Here? 

The  Alberta  Tourism  Education  Council 
has  a  mandate  to  facilitate  the  develop- 
ment of  standards  and  certification  for  all 
occupational  areas  of:  i)  Food/Beverage 
ii)  Accommodation  iii)  Tour  and  Travel 
iv)  Attractions. 

The  standards  presented  in  this  booklet 
are  for  the  occupation  of  Host/Hostess. 
Additional  standards  continue  to  be  devel- 
oped and  validated,  by  industry,  for  every 
occupation  in  the  food/beverage  and 
accommodation  area. 

Soon,  individuals  from  all  sectors  will  be 
able  to  use  the  standards  as  a  measure  of 
performance  in  their  chosen  occupation. 


T  How  Do  You  Read 
These  Standards? 

It's  actually  very  simple: 

MAJOR  CATEGORIES  (indicated 
in  margin) 

indicate  general  skill  areas  within  an 
occupation. 

SKILLS 

are  the  abilities  a  service  professional 
must  have  to  do  their  job. 

Core  Skills 

are  transferable  to  other  occupations  in 
the  industry. 

Specific  Skills 

apply  specifically  to  a  stated 
occupation. 

KNOWLEDGE  STANDARDS 

specify  what  a  service  professional 
must  know  to  be  considered  competent 
in  a  skill. 

PERFORMANCE  STANDARDS 

specify  what  a  service  professional 
must  demonstrate  to  be  considered 
competent  in  a  skill  based  on  the 
requirements  as  stated  in  the 
Knowledge  Standard. 

T  How  Are  Standards 
Affected  By  House 
Policy? 

The  Alberta  Tourism  Education  Council 
recognizes  that  an  establishment  may 
have  internal  policies  that  may  affect  the 
way  a  skill  is  performed.  Therefore,  some 
standards  have  "with  consideration  of 
house  policy"  added  as  part  of  the  perfor- 
mance standard  for  certification  purposes. 

House  policy  does  not  replace  the  estab- 
lished standard;  rather,  it  allows  the  evalu- 
ator  to  determine  if  performance  is  to  the 
standard  or  follows  a  particular  house  poli- 
cy. The  Alberta  Tourism  Education  Council 
will  not  fail  a  candidate  for  following  poli- 
cies of  their  establishments. 
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Note:  Where  reference  is  made  to  legislation,  the  reader  is  expressly  advised  to  consult 
the  original  legislation,  and  to  obtain  further  advice  as  required. 
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SKILL  1: 
RECOGNIZE 
HUMAN  RIGHTS 


The  participant  must: 

1.1  abide  by 
Individual's 
Rights  Protection 
Act  regarding 
accommodation 
and  services 


1.2 


abide  by  Blind 
Persons'  Rights 
Act  regarding 
guide  dogs  and 
hearing  dogs 


STANDARD 

The  participant  will: 

outline  Individual's  Rights  Protection  Act 
regarding  accommodation  and  services: 

4  No  person,  directly  or  indirectly,  alone  or  with 
another,  by  himself  or  by  the  interposition  of  another, 
shall 

(a)  deny  to  any  person  or  class  of  persons  any 
accommodation,  services  or  facilities  customarily 
available  to  the  public,  or 

(b)  discriminate  against  any  person  or  class  of 
persons  with  respect  to  any  accommodation,  ser- 
vices or  facilities  customarily  available  to  the 
public, 

because  of  the  race,  religious  beliefs,  colour,  sex, 
physical  disability,  ancestry  or  place  of  origin  of  that 
person  or  class  of  persons  or  of  any  other  person  or 
class  of  persons. 

(RSA  1980  cl-2  s4;  1985  c33  s2) 

11  A  contravention  of  this  Act  shall  be  deemed  not 
to  have  occurred  if  the  person  who  is  alleged  to 
have  contravened  the  Act  shows  that  the  alleged 
contravention  was  reasonable  and  justifiable  in  the 
circumstances. 

(SA  1985  c33  s5) 

abide  by  Individual's  Rights  Protection  Act 
regarding  accommodation  and  services 


outline  Blind  Persons'  Rights  Act  regarding 
guide  dogs  and  hearing  dogs  as: 

5(1 )  no  person,  directly  or  indirectly,  alone  or  with 
another,  by  himself  or  by  the  interdisposition  of 
another,  shall 

(a)  deny  to  any  person  the  accommodation,  ser- 
vices or  facilities  available  in  any  place  to  which 
the  public  is  customarily  admitted,  or  any  place 
to  which  the  public  is  customarily  admitted,  or 

(b)  discriminate  against  any  person  with  respect 
to  the  accommodation,  services  or  facilities  avail- 
able in  any  place  to  which  the  public  is  customar- 
ily admitted,  or  the  charges  for  the  use  thereof, 

for  the  reason  that  he  is  a  blind  person  accompa- 
nied by  a  guide  dog  or  a  deaf  person  accompanied 
by  a  hearing  dog. 

(4)  This  section  does  not  apply  if  blind  person  does 
not  control  the  behaviour  of  the  guide  dog  or  the 
deaf  person  does  not  control  the  behaviour  of  the 
hearing  dog. 

(SA  c58  s2) 

abide  by  Blind  Persons'  Rights  Act  regarding 
guide  dogs  and  hearing  dogs 
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A.  GUEST 
RELATIONS 
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A.  GUEST 
RELATIONS 


SKILL  2: 

FOLLOW  HOUSE 
POLICY 


The  participant  must: 


2.1 


follow  policy  for 

lost-and-found 

articles 


2.2  follow  policy  for 
dry  cleaning  for 
guests 


STANDARD 

The  participant  will: 

outline  policy  for  lost-and-found  articles: 

a)  turn  in  found  articles  to  supervisor 
immediately 

b)  refer  guests  to  supervisor  to  recover  lost 
items;  do  not  indicate  what  items  have 
been  found 

c)  be  aware  establishment  is  not 
responsible  for  lost  items 

follow  policy  for  lost-and-found  articles,  with 
consideration  of  house  policy 

describe  policy  for  dry  cleaning  for  guests: 

a)  notify  supervisor  immediately  when 
guest's  clothing  is  soiled  as  result  of 
employee/establishment  negligence 

•  examples  of  employee  negligence: 

-  spills 

•  examples  of  establishment  negligence: 

-  soiled  chairs/tablecloths 

-  loose  carpet 

-  weak  chairs 

b)  where  guests'  clothing  is  soiled  as  result 
of  employee  and/or  establishment  negli- 
gence, inform  guests  that  establishment 
will  pay  reasonable  costs  for  cleaning  of 
clothing 

c)  request  guest  to  present  dry  cleaning  bill 
for  reimbursement 

follow  policy  for  dry  cleaning  for  guests,  with 
consideration  of  house  policy 
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SKILL  3: 
CREATE 
POSITIVE 
IMPRESSIONS 


The  participant  must: 

3.1  identify  impor- 
tance of  role  of 
host/hostess  in 
creating  positive 
first  impression 


3.2  create  positive 
first  impressions 


3.3  promptly 
acknowledge 
guests 
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STANDARD 

The  participant  will: 

identify  importance  of  role  of  host/hostess  in 
creating  positive  first  impression: 

host/hostess  is  first  staff  member  customers 
see  when  arriving  and  first  person  customers 
hear  when  calling 

outline  how  to  create  positive  first 
impressions: 

a)  telephone  manners: 

•  answer  phone  promptly 

•  identify  self  and  establishment  at  begin- 
ning of  conversation 

•  use  pleasant  voice 

•  provide  guest  with  requested 
information 

•  end  conversation  with  courteous 
salutation 

b)  establishment  cleanliness: 

•  participate  in  maintaining  overall 
cleanliness 

•  maintain  front  section  cleanliness 

c)  personal  appearance: 

•  have  good  personal  hygiene  and 
grooming 

•  dress  appropriately 

•  exhibit  professional  posture  and  body 
language 

d)  professional  conduct: 

•  be  tactful  and  discrete 

•  be  courteous 

•  do  not  participate  in  horseplay 
create  positive  first  impressions 

outline  how  to  promptly  acknowledge  guests: 

make  greeting  guests  first  priority: 

a)  smile  and  say  words  of  greeting: 

•  use  names  whenever  possible 

•  make  guests  feel  welcome  and 
important 

b)  advise  guests  of  service  delays,  e.g.  'I 
will  be  with  you  in  a  moment' 

promptly  acknowledge  guests 


A.  GUEST 
RELATIONS 
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A,  GUEST 
RELATIONS 


SKILLS: 
CREATE 
POSITIVE 
IMPRESSIONS 


The  participant  must: 
3.4  greet  guests 


3.5  describe  why  a 
menu  is  like  a 
business  card 


3.6 


develop  positive 
relationship  with 
guests 


STANDARD 

The  participant  will: 

outline  how  to  greet  guests: 

a)  approach  guests  in  relaxed  manner 

b)  face  guests  and  make  eye  contact 

c)  speak  clearly  and  properly 

d)  use  names  and  acknowledge  repeat 
guests  whenever  possible 

e)  recognize  new  patrons  by  listening  and 
watching  cues  of  guests 

f)  be  attentive 

g)  smile 

h)  be  courteous 

i)  be  sincere 

greet  guests 

describe  why  a  menu  is  like  a  business  card: 

a)  menu  indicates  establishment's  quality  of 
service  and  product 

b)  they  should  not  be  overused  or  be  torn, 
dog  eared  or  soiled 

describe  how  to  develop  positive  relationship 
with  guests: 

a)  be  sincere 

b)  use  effective  speaking  and  listening 
techniques 

c)  avoid  cliches,  e.g.  instead  of  asking, 
'How  is  everything?'  ask,  'Is  your  steak 
cooked  to  your  satisfaction?' 

d)  treat  all  guests  as  equals 

e)  act  as  information  source  for  guests 
about: 

•  menu 

•  property 

•  community 

f)  observe  body  language 

g)  follow  up  on  guests'  comments 

h)  follow  up  on  seating,  e.g.  ask,  'Are  you 
comfortable  here?' 

i)  in  absence  of  maitre  d',  check  on  guests' 
satisfaction 

j)    avoid  asking  guest  about  meal  when 
guest's  mouth  is  full 

i)    circulate  room  and  talk  to  guests  when- 
ever possible 

develop  positive  relationship  with  guests 
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SKILL  3: 
CREATE 
POSITIVE 
IMPRESSIONS 


The  participant  must: 

3.7  exceed  guests' 
expectations 
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STANDARD 

The  participant  will: 

describe  how  to  exceed  guests'  expectations: 

a)  treat  each  guest  as  individual: 

•  avoid  cliches 

•  give  personalized  attention 

b)  meet  needs  of  guests  whenever  possible 

c)  comment  on  guests'  personal  interests 

d)  describe  services  and  facilities  in  best 
light;  avoid  negative  comments 

e)  provide  regulars  with  preferences  such 
as  dishes,  drinks,  server  and  table  when- 
ever possible 

f)  acknowledge  special  occasions,  being 
sensitive  to  fact  that  some  guests  may 
not  desire  extra  attention 

g)  encourage  first  time  guests  to  return  by 
picking  up  on  spoken  or  visual  cues  and 
acting  upon  them 

h)  recognize  and  meet  special  requests 

exceed  guests'  expectations 


A.  GUEST 
RELATIONS 
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A.  GUEST 
RELATIONS 


SKILL  4: 

COMMUNICATE 

EFFECTIVELY 


The  participant  must: 

4.1  use  effective  lis- 
tening and 
speaking  skills 


STANDARD 

The  participant  will: 

outline  how  to  use  effective  listening  and 
speaking  skills: 

a)  understand  and  organize  thoughts  before 
speaking 

b)  keep  purpose  of  discussion  in  mind  by 
concentrating 

c)  adjust  wording  and  mannerisms  to  suit 
setting  and  guest 

d)  communicate  message  at  most  appropri- 
ate time,  e.g.  approach  guest  about  com- 
plaint as  soon  as  possible 

e)  use  discretion  when  delivering  message, 
e.g.  pass  on  embarrassing  information  in 
privacy 

f)  make  frequent  eye  contact 

g)  address  guests  by  name  whenever 
possible 

h)  use  proper,  non-aggressive  posture: 

•  keep  hands  behind  back  or  hold  in  front 
at  hip  level 

•  respect  guests'  desired  personal  space 

i)  use  behaviours  to  compliment  or  empha- 
size words: 

•  gestures 

•  vocal  tone 

•  facial  expressions 

j)    ensure  guests  have  understood  what  is 
said: 

•  listen  carefully  to  comments 

•  ask  open-ended  questions 

•  encourage  questions 

•  observe  behaviours 

k)  message  has  not  been  understood: 

•  repeat  message  as  stated  before 

•  repeat  message  but  change  wording 

•  give  examples,  if  possible 

I)    attempt  to  understand  guests'  messages: 

•  listen  carefully  to  comments 

•  ask  open-ended  questions 

•  observe  behaviours 

•  acknowledge  comments 

•  paraphrase  message 

•  empathize  with  guests 

m)  do  not  take  guests'  comments  personally 

use  effective  listening  and  speaking  skills 


HOST/HOSTESS  STANDARDS 


SKILL  4: 

COMMUNICATE 

EFFECTIVELY 


The  participant  must: 

4.2  use  effective 
telephone  com- 
munication 


STANDARD 

The  participant  will: 

describe  how  to  use  effective  telephone 
communication: 

a)  answer  promptly;  anything  over  four  rings 
sets  up  negative  feeling  on  part  of  caller 

b)  identify  self  and  organization 

c)  when  calling  out,  explain  reason  for  call 

d)  use  natural  voice  and  speak  distinctly;  do 
not  shout;  hold  mouth  piece  one  to  two 
inches  from  mouth 

e)  smile;  it  can  be  noticed  by  guests  in 
establishment  and  creates  positive  frame 
of  mind  that  is  reflected  in  voice 

f)  listen  carefully  to  other  party  and  try  to 
sense  their  mood 

g)  use  other  party's  name  as  much  as  pos- 
sible to  personalize  call 

h)  repeat  information  received,  e.g.  date, 
number  of  people,  time 

i)  take  notes;  always  have  paper  and  pen 
by  phone 

j)    use  courtesy  words,  e.g.  thank  you, 
please 

k)  return  to  people  on  hold: 

•  let  them  know  that  they  have  not  been 
forgotten 

•  remember  with  whom  you  are  talking 

I)   end  conversation  by  expressing  appreci- 
ation for  business  received 

m)  make  suggestions  of  services  or  prod- 
ucts that  might  improve  guest's  visit;  use 
discretion 

n)  if  you  need  to  be  absent  from  front  area, 
delegate  phone  to  another  competent 
staff  member 

o)  if  phone  rings  while  guests  in  restaurant 
require  your  service,  find  out  reason  for 
call  first  and  prioritize  activities 
accordingly 

use  effective  telephone  communication 


11 
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A.  GUEST 
RELATIONS 
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ALBERTA 
TOURISM 
EDUCATION 
COUNCIL 


SKILL  4: 

COMMUNICATE 

EFFECTIVELY 


The  participant  must: 

4.3  use  techniques 
for  handling 
guest  complaints 


STANDARD 

The  participant  will: 

outline  techniques  for  handling  guest 
complaints: 

a)  encourage  valid  complaints: 

•  ask  specific  open-ended  questions 

•  be  sensitive  to  cues,  e.g.  hesitancy  in 
voice 

b)  treat  customer  tactfully  and  courteously 

c)  listen  to  details  of  complaint 

d)  restate  complaint 

e)  do  not  take  sides 

f)  ask  open-ended  questions 

g)  collect  all  facts 

h)  report  to  supervisor  with  full  details 

i)  resolve  problem: 

•  try  to  discern  sincerity  of  complaint  in 
order  to  determine  degree  of 
compensation 

•  apologize  if  no  other  solution  possible 
j)   follow  up  with  guest  if  possible  to  ensure 

guest  is  satisfied 

use  techniques  for  handling  guest  com- 
plaints, with  consideration  of  house  policy 


A.  GUEST 
RELATIONS 


HOST/HOSTESS  STANDARDS 


o 


SKILL  5: 
RESPOND  TO 
SPECIAL  NEEDS 


The  participant  must: 

5.1  serve  young 
children 


b) 


STANDARD 

The  participant  will: 

describe  techniques  for  serving  young 
children: 

a)  offer  highchair  or  booster  seat  and  check 
that  it  is  clean  and  safely  positioned 
offer  something  to  occupy  children  while 
meal  is  being  ordered  and  prepared,  e.g. 
large  spoon  to  very  young  child,  paper 
and  crayon  to  older  child;  always  get 
approval  of  item  first  from  adult  responsi- 
ble for  children 

be  aware  of  children's  menu  or  smaller 
portions  that  may  be  available 
offer  children  either  children's  or  adults' 
menu 

serve  children's  beverage  order  in 
unstemmed  glassware  in  size  and  filled 
to  level  that  is  manageable  for  children; 
add  straw  if  appropriate 
offer  additional  tableware  if  children  are 
sharing  with  someone  else 
remove  sharp  implements  from  setting  of 
young  children 

offer  extra  napkins  or  clean,  damp  cloth 
ask  adults  to  keep  children  at  table  for 
their  own  safety  if  children  are  in  traffic 
areas  or  are  disturbing  other  guests 
j)    speak  directly  to  children 

serve  young  children 


f) 

g) 

h) 
i) 
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ALBERTA 
TOURISM 
EDUCATION 
COUNCIL 


A.  GUEST 
RELATIONS 


SKILL  5: 
RESPOND  TO 
SPECIAL  NEEDS 


The  participant  must: 

5.2  serve  guests  with 
special  needs 


STANDARD 

The  participant  will: 


b) 
c) 

d) 


f) 


describe  how  to  serve  guests  with  special 
needs: 

a)  offer  to  assist  with  seating 

offer  to  assist  with  coat  and  packages 
communicate  directly  to  guests  whenever 
possible 

if  guest's  speech  is  incomprehensible, 
offer  pencil  and  paper 
inform  servers  of  special  needs  in  their 
sections 

when  seating  visually  impaired  guest: 

•  speak  quietly  when  approaching; 
explain  activities  as  necessary 

•  offer  to  read  menu  and  explain  place 
setting 

•  if  placing  food  or  beverages,  explain 
their  position  by  reference  to  clock 
positions,  e.g.  meat  is  at  six  o'clock 

•  offer  arm  to  assist  when  walking 

•  do  not  point  when  referring  to  location 

•  inform  guest  when  you  leave  table 

•  be  prepared  to  count  out  guest's  money 
and  aid  with  check 

when  seating  hearing  impaired  guest: 

•  seat  in  quiet  areas 

•  speak  slowly  and  clearly 
when  seating  deaf  guest: 

•  use  basic  gestures  (pointing) 

•  use  paper  and  pen  to  communicate  as 
necessary 

•  notify  guest  as  to  your  presence  by  light 
touch  to  shoulder 

when  seating  wheelchair  user: 

•  allow  guest  to  choose  seating  location; 
assist  in  transfer  to  restaurant  chair,  if 
guest  so  desires 

•  offer  aid  only  if  it  appears  necessary 
when  seating  mentally  disabled  guest: 

•  communicate  directly  with  guest  as 
much  as  possible 

•  explain  menu  as  necessary 

•  if  speech  is  incomprehensible,  ask 
guest  to  point  to  menu  items 

•  offer  pen  and  paper  if  motor  movement 
is  unimpaired 

is  not  condescending  to  guests  with  dis- 
abilities; is  courteous  and  respectful 

serve  guests  with  special  needs,  with  consid- 
eration of  house  policy 


g) 


h) 


j) 


k) 


HOST/HOSTESS  STANDARDS 


SKILL  5: 
RESPOND  TO 
SPECIAL  NEEDS 


The  participant  must: 

5.3  serve  single 
diners 
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ALBERTA 
TOURISM 
EDUCATION 

COUNCIL 


STANDARD 

The  participant  will: 

identify  how  to  serve  single  diners: 

a)  ensure  diner  is  not  seated  in  middle  of 
room  and  has  interesting  view,  whenever 
possible 

b)  offer  reading  materials  when  appropriate 

c)  spend  additional  time  with  guest  if  appro- 
priate and  if  time  allows 

d)  be  courteous  when  leaving  table 

serve  single  diners 


A.  GUEST 
RELATIONS 


HOST/HOSTESS  STANDARDS 
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ALBERTA 
TOURISM 
EDUCATION 
COUNCIL 


B.  ATTITUDE 


SKILL  1: 
HAVE  POSITIVE 
ATTITUDE 


The  participant  must: 

1.1  describe  positive 
attitude 


1.2 


describe  impact 
of  positive 
attitude 


STANDARD 

Tine  participant  will: 

describe  positive  attitude: 

the  expectation  of  a  positive  experience 
when  approaching  a  task,  person  or  situation 

describe  impact  of  positive  attitude: 

a)  a  positive  attitude  allows  one  to: 

•  feel  good  about  self  and  others 

•  be  open  to  new  ideas 

•  appear  approachable 

•  communicate  more  effectively 

•  experience  greater  job  satisfaction 

•  make  the  most  of  situations 

•  be  perceived  as  being  likable 

•  maintain  friendships 

•  deal  more  effectively  with  stress  and 
enjoy  better  health 

b)  another  person's  positive  attitude  causes 
one  to  feel: 

•  good  about  self  and  others 

•  energetic 

•  enthusiastic 

•  part  of  team 

•  positive 

•  useful 

•  important 

c)  a  positive  attitude  affects  business  by: 

•  creating  positive  and  enjoyable  experi- 
ences for  guests  and  staff 

•  encouraging  repeat  business 

•  encouraging  new  business  through 
positive  word-of-mouth  advertising 

•  increasing  prestige 

•  increasing  revenue 

•  extending  length  of  guests'  stay 


HOST/HOSTESS  STANDARDS 


o 


SKILL  1: 
HAVE  POSITIVE 
ATTITUDE 


The  participant  must: 


1.3 


describe  impact 
of  negative 
attitude 


.4  develop  positive 
attitude 
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COUNCIL 


STANDARD 

The  participant  will: 

describe  impact  of  negative  attitude: 

a)  a  negative  attitude  causes  one  to: 

•  feel  negative  about  self  and  others 

•  be  closed  to  new  ideas 

•  appear  unapproachable 

•  be  less  inspiring  to  others 

•  communicate  less  effectively 

•  experience  less  job  satisfaction 

•  avoid  new  experiences 

•  lose  focus 

•  be  less  informed 

•  be  less  effective 

b)  another  person's  negative  attitude  causes 
one  to  feel: 

•  negative  about  self  and  others 

•  tired 

•  depressed 

•  powerless 

•  pessimistic 

•  unimportant 

c)  a  negative  attitude  affects  business  by: 

•  creating  negative  experiences  for 
guests 

•  discouraging  repeat  business 

•  encouraging  negative  word-of-mouth 
advertising,  thus  discouraging  new 
business 

•  decreasing  revenue 

•  decreasing  prestige 

•  decreasing  productivity 

outline  how  to  develop  positive  attitude: 

a)  see  goal  clearly  in  terms  of  self,  i.e.  self- 
image 

b)  observe  others  who  demonstrate  positive 
attitudes  and  behaviours 

c)  identify  characteristics  and  behaviours 
consistent  with  positive  attitude 

d)  practise  behaviours  and  thought  process- 
es consistent  with  positive  attitude 

e)  use  feedback  and  self-monitoring  to  rein- 
force attitude  change 

develop  positive  attitude 


B.  ATTITUDE 


HOST/HOSTESS  STANDARDS 
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SKILL  1: 
HAVE  POSITIVE 
ATTITUDE 


The  participant  must: 


1.5 


demonstrate 
characteristics 
and  actions 
associated  with 
positive  attitude 


STANDARD 

The  participant  will: 

describe  how  to  demonstrate  characteristics 
and  actions  associated  with  positive  attitude: 

a)  be  confident 

b)  be  helpful 

c)  be  courteous  and  personable 

d)  listen  actively 

e)  be  enthusiastic 

f)  manage  time  to  properly  serve  guests 

g)  remember  and  accommodate  special 
needs 

h)  maintain  high  standards 

i)  be  open-minded 

j)   dress  and  act  appropriately 

k)  be  punctual  and  prompt 

I)    have  good  rapport  with  guests,  co-work- 
ers and  supervisors 

m)  acknowledge  regular  guests  by  name 
and  remember  relevant  details  relating  to 
those  guests 

demonstrate  characteristics  and  actions 
associated  with  positive  attitude 


B.  ATTITUDE 


HOST/HOSTESS  STANDARDS 


SKILL  2: 
EXHIBIT 

PROFESSIONAL 
CONDUCT 


The  participant  must: 

2.1  exhibit  profes- 
sional attributes 


2.2  give  exceptional 
service 
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STANDARD 

The  participant  will: 

identify  how  to  exhibit  professional  attributes: 
be: 

a)  punctual 

b)  willing  to  learn 

c)  willing  to  take  direction 

d)  co-operative 

e)  proud  of  work 

f)  confident 

g)  respectful  and  loyal 

h)  friendly,  cheerful,  courteous 

i)  honest 

j)  enthusiastic 
k)  organized 

I)    knowledgeable  of  industry 
m)  open-minded 
n)  good  humoured 

exhibit  professional  attributes 

describe  how  to  give  exceptional  service: 

a)  provide  services  and  products  guests 
want  or  need 

b)  exceed  expectations  of  guests,  e.g.  do 
more  than  is  necessary  for  guests 

c)  maintain  courteous  and  personable  atti- 
tude at  all  times 

d)  accommodate  special  needs 

e)  respect  customer  and  staff  confidentiality 
and  privacy 

f)  be  imaginative: 

•  substitute  and  improvise 

•  tell  stories 

•  be  creative  when  posting  menu  on 
board 

give  exceptional  service 


B.  ATTITUDE 


HOST/HOSTESS  STANDARDS 
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O 


o 


SKILL  3: 
USE  TEAM 
APPROACH 


The  participant  must: 

3.1  work  as  team 
member 


STANDARD 

The  participant  will: 

describe  how  to  work  as  team  member: 

a)  recognize  that  needs  of  guest  come  first 

b)  respect  fellow  staff  and  individual 
positions 

c)  overcome  personal  feelings 

d)  help  fellow  staff  members  whenever 
possible 

e)  share  workload 

f)  work  calmly 

g)  empathize  with  others 

h)  respect  chain  of  command  as  outlined  by 
establishment 

i)  comply  with  house  policies 
j)    accept  criticism  positively 
k)  demonstrate  patience 

I)    fulfil  job  description 

m)  understand  various  operations  of  estab- 
lishment and  pressures  on  individuals  in 
those  areas 

n)  contribute  to  staff  meetings 

o)  provide  positive  feedback 

p)  suggest  alternative  actions  to  complaints 
from  co-workers 

q)  check  stress  levels  (offer  to  cover  for  an 
employee  who  needs  a  break) 

r)   share  knowledge 

work  as  team  member 


B.  ATTITUDE 


HOST/HOSTESS  STANDARDS 


I  SKILLS: 
USE  TEAM 
APPROACH 


The  participant  must: 

3.2  identify  roles  and 
responsibilities  of 
common  occupa- 
tions in  food  and 
beverage 
industry 


STANDARD 

The  participant  will: 

outline  roles  and  responsibilities  of  common 
occupations  in  food  and  beverage  industry: 

a)  management: 

•  general  manager/manager  -  oversees 
and  is  responsible  for  entire  operation 

•  assistant  manager/food  and  beverage 
manager  -  second-in-command  and 
assumes  general  manager/manager 
duties  as  required 

b)  front  end: 

•  maitre  d'hotel  -  responsible  for  opera- 
tion of  dining  room 

•  host/hostess  -  responsible  for  front 
desk  area  of  dining  room  or  restaurant 

•  captain/food  and  beverage  server  - 
responsible  for  guest  sections 

•  busperson  -  responsible  for  section 
maintenance 

c)  kitchen: 

•  executive  chef/chef  -  responsible  for 
operation  of  kitchen 

•  sous  chef  -  second-in-command  and 
assumes  chef's  duties  as  required 

•  first  cook  -  responsible  for  duties  within 
a  section 

•  second  cook  -  responsible  for  duties 
within  kitchen 

•  kitchen  helper  -  responsible  for  clean- 
ing of  wares  and  some  food  preparation 

d)  bar: 

•  bar  manager  -  responsible  for  opera- 
tion of  bar 

•  bartender  -  responsible  for  duties 
behind  bar  and  assumes  bar  manager 
duties  as  required 

•  bar  porter  -  responsible  for  cleaning 
and  stocking  bar  and  may  bartend  as 
required 
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ALBERTA 
TOURISM 
EDUCATION 
COUNCIL 


B.  ATTITUDE 


SKILL  4: 
PURSUE 
PROFESSIONAL 
AND  PERSONAL 
DEVELOPMENT 


The  participant  must: 


4.1 


follow  methods 
for  staff 
development 


4.2  fulfil  role  in 
tourism  and  pro- 
mote province 


4.3 


provide  commu- 
nity services 
information 


STANDARD 

The  participant  will: 

describe  methods  for  staff  development: 

a)  work  as  team  member 

b)  attend  in-house  training  programs 

c)  be  aware  of  advancement  opportunities 
within  company 

d)  examine  career  goals 

follow  methods  for  staff  development 

describe  how  to  fulfil  role  in  tourism  and  pro- 
mote province: 

a)  be  an  ambassador  for  Alberta 

b)  be  aware  that  any  person  could  be  a 
visitor 

c)  be  aware  that  all  reactions  and  interac- 
tions with  visitors  can  have  direct  effect 
on  tourists'  impressions  of  Alberta 

d)  appreciate  why  people  visit  Alberta 

e)  discover  Alberta's  major  tourism 
resources 

fulfil  role  in  tourism  and  promote  province 

describe  how  to  provide  community  services 
information: 

a)  know  locations  of  community  services, 
for  example: 

•  accommodation 

•  restaurants 

•  services 

•  events  and  attractions 

b)  offer  personal  recommendations  when 
asked 

c)  offer  to  make  reservations  or  bookings 

d)  direct  guests  to  community  services,  e.g. 
describe  route 

provide  community  services  information 


HOST/HOSTESS  STANDARDS 


SKILL  4: 
PURSUE 
PROFESSIONAL 
AND  PERSONAL 
DEVELOPMENT 


The  participant  must: 

4.4  identify  Alberta's 
major  attractions 
and  events 


4.5  describe  person- 
al benefits  of 
tourism 
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STANDARD 

The  participant  will: 

identify  Alberta's  major  attractions  and 
events: 

a)  Calgary  Stampede 

b)  Klondike  Days 

c)  West  Edmonton  Mall 

d)  Tyrrell  Museum  of  Paleontology 

e)  Head-Smashed-ln  Buffalo  Jump 

f)  National  Parks: 

•  Banff 

•  Elk  Island 

•  Jasper 

•  Waterton  Lakes 

•  Wood  Buffalo 

g)  Canada  Olympic  Park 

h)  Dinosaur  Provincial  Park 

describe  personal  benefits  of  tourism: 

a)  creates  attractions,  natural  areas,  ser- 
vices and  facilities  that  might  not  exist 
without  tourism 

b)  creates  cultural  events  that  all  Albertans 
can  enjoy  that  might  not  exist  without 
tourism 

c)  increases  employment  opportunities  for 
Albertans 

d)  creates  educational  and  multicultural 
experiences 

e)  generates  goodwill  amongst  people 

f)  generates  additional  revenue  thus 
increasing  chances  of  business  success 

g)  creates  personal  pride  and  satisfaction  in 
job  well  done 


B.  ATTITUDE 


HOST/HOSTESS  STANDARDS 
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C.  SHIFT 
RESPONSIBILITIES 


SKILL  1: 

FOLLOW  HOUSE 
POLICY 


The  participant  must: 
1.1  follow  dress  code 


1.2 


identify  other 
areas  of  house 
policy 


1 .3  perform  addition- 
al duties 


1.4 


follow  policy 

regarding 

smoking 


STANDARD 

The  participant  will: 

describe  how  to  follow  dress  code: 

a)  wear  designated  uniform 

b)  keep  hair  clean  and  controlled 

c)  use  cosmetics,  accessories  and  fra- 
grances discreetly 

d)  ensure  professional  image  is  maintained 
by  employees 

follow  dress  code,  with  consideration  of 
house  policy 

identify  other  areas  of  house  policy: 

a)  socializing 

b)  personal  telephone  calls 

c)  parcel  inspection 

d)  disciplinary  procedures 

e)  staff  apparel 

f)  guests  dress  code 

g)  internal  marketing 

h)  server  intervention  programs 

i)  tabs 

j)    guests  walk-out 
k)  tipping  out 
I)    off-duty  visiting 

outline  when  to  perform  additional  duties: 

when  establishment  is  busy  and/or  if  time 
allows,  the  employer  may  require  host/host- 
ess to  perform  other  duties  that  are  not  part 
of  host/hostess  job  description,  e.g.  set 
tables,  bus  tables,  serve  food 

perform  additional  duties 

outline  how  to  follow  policy  regarding 
smoking: 

a)  smoking  is  not  permitted  in  any  food 
preparation  area,  in  any  customer  service 
area  or  in  view  of  customers 

b)  handwashing  is  required  after  smoking 

follow  policy  regarding  smoking,  with  consid- 
eration of  house  policy 


HOST/HOSTESS  STANDARDS 


SKILL  1: 

FOLLOW  HOUSE 
POLICY 


The  participant  must: 

1 .5  follow  policy  for 
room  service 


.6  follow  policy  for 
staff  meals 


1.7  follow 

maintenance 
policy 
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STANDARD 

The  participant  will: 

outline  how  to  follow  policy  for  room  service: 

a)  contact  front  desk  to  ensure  client  is  reg- 
istered at  hotel 

b)  note  room  number 

c)  ensure  order  is  delivered  on  time 

follow  policy  for  room  service,  with  consider- 
ation of  house  policy 

outline  how  to  follow  policy  for  staff  meals: 

a)  ensure  kitchen  is  not  busy  when  ordering 

b)  order  items  available  to  staff 

c)  place  order  through  proper  channels 

d)  ensure  position  is  covered 

e)  eat  in  designated  staff  area 

f)  pay  for  meal  as  required 

follow  policy  for  staff  meals,  with  considera- 
tion of  house  policy 

state  maintenance  policy: 

report  all  potential  hazards  to  supervisor,  for 
example: 

a)  wobbly  chairs  and  tables 

b)  splintered  or  rough  surfaces 

c)  torn  carpet  or  loose  floor  tiles 

d)  inadequate  or  burned  out  lighting 

e)  loose  or  out  of  place  ceiling  tiles 

follow  maintenance  policy,  with  consideration 
of  house  policy 


C.  SHIFT 

RESPONSIBILITIES 


HOST/HOSTESS  STANDARDS 
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EDUCATION 
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C.  SHIFT 
RESPONSmiTIES 


SKILL  2: 
FOLLOW  PRE" 
SERVICE 
CHECKLIST 


The  participant  must: 

2.1  follow  pre-ser- 
vice  checklist 


STANDARD 

The  participant  will: 

outline  how  to  follow  pre-service  checklist: 

a)  check  before  opening: 

•  personal  hygiene 

•  personal  appearance 

•  uniform 

•  cleanliness  of  establishment  including: 

-  front  area 

-  coat  check 

-  cashier  booth 

-  washrooms 

•  supplies 

•  daily  specials 

•  chalk  boards  and  signs 

•  menus  and  inserts 

•  reservations  and  floor  plan,  e.g.  special 
events 

•  staffing 

•  float 

b)  walk  through  dining  room  and  check 
ambience: 

•  climate  control,  e.g.  ceiling  fans,  air 
conditioning,  etc. 

•  flowers 

•  candles 

•  lighting 

•  music  volume 

•  room  decorations,  e.g.  pictures, 
curtains 

•  table  settings 

c)  pick  up  keys  and  open  room  to  public 

follow  pre-service  checklist 


HOST/HOSTESS  STANDARDS 


o 

o 
m 

Q. 

(0 


SKILL  3: 
FOLLOW 
SERVICE 
CHECKLIST 


The  participant  must: 

3.1  follow  service 
checklist 
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STANDARD 

The  participant  will: 

outline  how  to  follow  service  checklist: 
check: 

a)  ambience  of  room,  e.g.  climate  control, 
flowers 

b)  general  appearance  of  room 

c)  for  open  tables 

d)  reservations 

e)  flow  of  room,  e.g.  empty  sections,  crowd- 
ed sections 

f)  work  load  on  food  and  beverage  servers 

g)  food  and  beverage  servers  (as  directed) 
to  ensure  job  is  being  done  properly 

h)  washrooms  for  cleanliness  and  supplies 

i)  for  appropriate  table  settings 
j)    for  torn  menus 

k)  guests'  adherence  to  dress  code 

I)    for  guests  waiting  at  door 

m)  to  ensure  guests  pay  before  leaving 

follow  service  checklist 


C.  SHIFT 

RESPONSIBILITIES 


HOST/HOSTESS  STANDARDS 
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C.  SHIFT 
RESPONSIBILITIES 


SKILL  4: 
FOLLOW 
CLOSING 
CHECKLIST 


The  participant  must: 

4.1  follow  closing 
checklist 


STANDARD 

The  participant  will: 

outline  how  to  follow  closing  checklist: 

a)  check  washrooms  for: 

•  cleanliness 

•  patrons 

•  ceiling  tiles  out  of  place 

•  supplies 

b)  check  dining  area  for  fire  hazards 
including: 

•  cigarette  butts  in  seat  cushions,  on  car- 
pets and  floors  or  in  garbage  pails 

•  candles  which  have  not  been 
extinguished 

c)  ensure: 

•  electrical  equipment  is  unplugged 

•  water  jugs,  coffee  and  hot  water  silexes 
are  empty 

•  condiments  are  returned  to  kitchen  and 
serving  containers  are  sent  to 
dishwasher 

•  all  tables  are  clean  and  set  for  next  shift 
or  day 

•  menus  are  clean  and  changed  for  next 
meal  period 

•  following  are  clean: 

-  front  area 

-  cashier  booth 

-  tables  and  chairs 

d)  lights  are  turned  off 

e)  heat  is  turned  down 

f)  do  a  final  walk  through  room 

g)  check  windows  and  doors  are: 

•  closed 

•  locked 

h)  return  keys  to  supervisor  or  management 
follow  closing  checklist 


HOST/HOSTESS  STANDARDS 


SKILLS: 
PERFORM 
GENERAL  DUTIES 


The  participant  must: 


5.1 


outline  major  pri- 
orities of 
host/hostess 
position 


5.2  greet  and  seat 
guests 
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STANDARD 

The  participant  will: 

outline  major  priorities  of  the  host/hostess 
position: 

a)  greet  and  seat  guests 

b)  answer  phone  and  take  reservations 

c)  control  traffic  flow  of  room 

d)  observe  room  for: 

•  ambience,  e.g.  music,  lighting, 
temperature 

•  table  availability 

•  slow  and  busy  sections 

e)  maintain  reservation  book  and  function 
sheets 

f)  help  food  and  beverage  servers  when 
required 

g)  record  walk-ins 

outline  procedure  to  greet  and  seat  guests: 

a)  greet  guests: 

•  approach  guests  in  relaxed  manner 

•  face  guests  and  make  eye  contact 

•  speak  clearly  and  properly 

•  use  names  and  acknowledge  repeat 
guests  whenever  appropriate 

•  make  new  patrons  feel  welcome 

•  be  attentive 

•  ask  if  guests  have  any  special  needs  or 
requests,  e.g.  smoking  or  non-smoking, 
high  chairs  for  children,  etc. 

•  smile 

•  be  courteous 

b)  seat  guests: 

•  conduct  guests  to  table  at  an  appropri- 
ate pace 

•  seat  ladies  first  by  pulling  out  chair  for 
them  and  offer  ladies  outward  facing 
chair  whenever  possible 

•  present  menus 

•  use  suggestive  selling  techniques  when 
informing  guest  of  daily  specials 

•  inform  guests  that  server  will  be  there 
to  take  order  shortly 

greet  and  seat  guests 


SHIFT 

RESPONSIBILrnES 


HOST/HOSTESS  STANDARDS 


30 


ALBERTA 
TOURISM 
EDUCATION 
COUNCIL 


C.  SHIFT 
RESPONSIBHrriES 


SKILLS: 
PERFORM 
GENERAL  DUTIES 


The  participant  must: 
5.3  take  reservations 


5.4  control  flow  of 
room 


STANDARD 

The  participant  will: 

outline  procedure  for  taking  reservations: 

a)  record  date 

b)  record  number  of  people 

c)  record  time 

d)  ask  if  there  are  any  special  requests  or 
needs,  such  as: 

•  smoking/non-smoking 

•  special  menus 

•  special  server 

•  seating  arrangements 

•  allergies 

•  children 

e)  record  name  of  party 

f)  ask  for  telephone  number 

g)  confirm  all  of  above 

h)  record  all  information  in  reservation  book 
or  on  function  sheet 

i)  verify  and  explain  gratuity  policy  to 
guests 

j)    inform  guests  of  dress  code 
k)  distribute  function  sheet  to  all  depart- 
ments where  applicable 

take  reservations,  with  consideration  of 
house  policy 

describe  how  to  control  flow  of  room: 

a)  be  aware  of  capabilities  of  food  and  bev- 
erage servers 

b)  ensure  each  section  is  equally  filled 
keeping  in  mind  ability  of  servers 

c)  hold  back  guests  for  several  minutes 
before  seating  them  to  give  food  and  bev- 
erage server  a  break  or  time  to  clean  and 
set  table;  inform  guests  of  delay 

d)  assist  food  and  beverage  servers  in  serv- 
ing food,  bussing  and  setting  tables  dur- 
ing busy  times 

e)  check  for  open  tables  by  walking  through 
room 

f)  ask  management  about  opening  or  clos- 
ing sections  based  on  demand 

control  flow  of  room,  with  consideration  of 
house  policy 


HOST/HOSTESS  STANDARDS 


o 


SKILLS: 
PERFORM 
GENERAL  DUTIES 


The  participant  must: 

5.5  outline  steps 
involved  in 
obtaining  float 


5.6  identify  steps 
involved  in 
returning  float 


5.7  determine  menu 
changes  and 
specials 


5.8  check  for  special 
needs  and 
occasions 


STANDARD 

The  participant  will: 

outline  steps  involved  in  obtaining  float: 

a)  get  float  from  manager,  safe  or  office 

b)  count  float 

c)  count  and  record  denominations  of  bills 

d)  count  and  record  change 

e)  sign  float  release  and  have  it  witnessed 

f)  check  for  sufficient  change,  e.g.  bills  and 
coinage 

identify  steps  involved  in  returning  float: 

a)  ring  off 

b)  count  float 

c)  count  and  record  denominations  of  bills 

d)  count  and  record  change 

e)  turn  in  float 

f)  sign  in  float 

identify  how  to  determine  menu  changes  and 
specials: 

memorize  or  record  menu  changes,  substitu- 
tions, unavailable  items,  daily  specials  and 
other  information  provided  by  kitchen  staff 
and  bar  management 

determine  menu  changes  and  specials 

identify  how  to  check  for  special  needs  and 
occasions: 

a)  check  reservation  or  function  sheet  to 
determine  special  needs  and  occasions 
identified  by  clients 

b)  prepare  or  relay  information  accordingly 

check  for  special  needs  and  occasions 
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C.  SHIFT 
RESPONSIBILITIES 


SKILLS: 
PERFORM 
GENERAL  DUTIES 


The  participant  must: 

5.9  identify 
tableware 


5.10  check  tableware 


STANDARD 

The  participant  will: 

identify  tableware: 

a)  dinner  fork 

b)  salad  fork 

c)  cocktail  fork  (used  for  escargot  and 
shrimp  cocktail) 

d)  dinner  knife 

e)  steak  knife 

f)  bread  and  butter  knife 

g)  soup  spoon 

h)  dessert  spoon 

i)  teaspoon 

j)    parfait  spoon 
k)  fish  knife 
I)    fish  fork 

m)  shell  crackers  (used  for  cracking  lobster 

and  crab  shells) 
n)  dinner  plate 

o)  side  (bread  and  butter)  plate 

p)  saucer 

q)  soup  bowl 

r)   soup  cup 

s)  coffee/tea  cup 

t)  teapot 

u)  sauce  boat 

v)  sauce  bowl 

w)  salt/pepper  shakers 

x)  cream  pitcher 

y)  napkin 

z)  ashtray 

outline  how  to  check  tableware: 

a)  look  for: 

•  cracks 

•  chips 

•  breaks 

•  stains  and  dirt 

b)  discard  cracked,  chipped  or  broken  table- 
ware into  separate  container 

c)  return  stained  and  soiled  items  to 
warewasher 

check  tableware 


HOST/HOSTESS  STANDARDS 


SKILL  5: 
PERFORM 
GENERAL  DUTIES 


The  participant  must: 
5.11  carry  tableware 


5.12  identify  side- 
stand  items 


5.13  load  bus  pan 


33 


ALBERTA 
TOURISM 
EDUCATION 
COUNCIL 


STANDARD 

The  participant  will: 

describe  how  to  carry  tableware: 
a)  carry  silverware  by  handle  only  even 
after  use 

deliver  clean  silverware  to  table  on  small 
tray  covered  by  clean  napkin 
handle  plates  by  rim  only 
handle  glassware  by  base  or  bottom  only 
carry  stemware  without  tray,  upside- 
down,  stems  between  fingers,  bases 
above  fingers  and  tops  below,  resting 
bases  of  one  or  more  glasses  in  palm,  on 
top  of  inverted  bases 
remove  ashtray  by  covering  it  with  anoth- 
er ashtray  until  clear  of  table 

carry  tableware 


b) 

c) 
d) 
e) 


f) 


identify  sidestand  items: 

a)  china,  silverware  and  glassware 

b)  supplies  for  special  food  items,  e.g.  par- 
fait  spoon 

c)  folded  napkins  and  doilies 

d)  placemats  and  tablecloths 

e)  menus 

f)  condiment  containers 

g)  order  pads,  guest  checks  and  extra  pens 
and  pencils 

h)  bar  and  tip  trays 

i)  bus  pan 

j)    ashtrays  and  matches 

k)  silexes  and  thermoses  for  hot  water  and 

fresh  coffee 
I)    water  jugs  with  ice 
m)  crumb  sweeper 

describe  how  to  load  bus  pan: 

a)  use  bus  pan  that  is  clean  inside  and  out, 
odour-free  and  never  overloaded 

b)  scrape  plates  to  one  corner  of  bus  pan, 
then  stack  in  bus  pan 

c)  group  silverware  together  in  one  part  of 
bus  pan 

d)  load  glassware  to  separate  tray  or  bus 
pan  to  limit  breakage 

e)  load  as  quietly  as  possible 

load  bus  pan 


SHIFT 

RESPONSffilLITIES 


HOST/HOSTESS  STANDARDS 
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C.  SHIFT 
RESPONSmiTIES 


SKILLS: 
PERFORM 
GENERAL  DUTIES 


The  participant  must: 
5.14  carry  trays 


STANDARD 

The  participant  will: 

outline  methods  for  carrying  trays: 

a)  arm  or  bar  tray: 

•  carry  tray  on  hand  using  fingers  to 
balance 

•  carry  at  waist  height 

•  ensure  tray  is  evenly  loaded 

•  serve  directly  from  tray 

b)  oval  (bus)  tray: 

•  ensure  tray  is  evenly  loaded 

•  balance  tray  on  palm  (heavy  tray  can 
rest  on  shoulder) 

•  carry  at  shoulder  height 

•  balance  with  other  hand  on  rim  before 
setting  down 

•  put  tray  on  stand  before  serving  from  it 

•  raise  and  lower  tray  with  back  straight, 
bending  at  knees 

c)  use  other  hand  to  clear  path  with  both 
tray  types 

d)  keep  eyes  open  and  look  forward  when 
carrying  trays 

e)  do  not  unbalance  when  unloading  trays 

carry  trays 


HOST/HOSTESS  STANDARDS 


SKILL  1: 
ADHERE  TO 
CONSUMER 
REGULATIONS 


The  participant  must: 

1.1  adhere  to 

Competition  Act 
and  Unfair  Trade 
Practices  Act 
regarding  sale  of 
food  and  drink 


35 


ALBERTA 
TOURISM 
EDUCATION 
COUNCIL 


STANDARD 

The  participant  will: 

outline  Competition  Act  and  Unfair  Trade 
Practices  Act  regarding  sale  of  food  and 
drink: 

a)  Competition  Act: 

No  person  shall,  for  the  purpose  of  promoting, 
directly  or  indirectly,  the  supply  or  use  of  a  product 
or  for  the  purpose  of  promoting,  directly  or  indirectly, 
any  business  interest,  by  any  means  whatever, 
(a)  make  a  representation  to  the  public  that  is 
false  or  misleading  in  a  material  respect;... 

(RSC/85  cC-34  s52) 

b)  Unfair  Trade  Practices: 

(d)  any  representation  or  conduct  that  has  the 
effect,  or  might  reasonably  have  the  effect,  of 
deceiving  or  misleading  a  consumer  or  potential 
consumer  and,  without  limiting  the  generality  of 
the  foregoing,  includes  any  representation  or 
conduct  of  the  following  kinds:... 

(iii)  a  representation  that  the  goods  are  of 
a  particular  standard,  quality,  grade, 
style  or  model  if  they  are  not... 
(xi)  a  representation  that  a  specific  price 
benefit  or  advantage  exists  if  it  does 
not... 

(RSA  1975  (2)  c33  s4;  1976  c54  s3;  1980 
c49  S3) 

adhere  to  Competition  Act  and  Unfair  Trade 
Practices  Act  regarding  sale  of  food  and 
drink 


D.  FOOD  AND 
BEVERAGE 
SERVICE 


HOST/HOSTESS  STANDARDS 
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D.  FOOD  AND 
BEVERAGE 
SERVICE 


SKILL  2: 
ADHERE  TO 
LIQUOR 
CONTROL  ACT 
REGULATIONS 


The  participant  must: 

2.1  adhere  to  Liquor 
Control  Act 
regarding  minors 


2.2  adhere  to  Liquor 
Control  Act 
regarding  refusal 
to  sell  liquor 


STANDARD 

The  participant  will: 

outline  Liquor  Control  Act  regarding  minors: 

84(1)  Except  as  expressly  provided  for  in  regula- 
tions, no  minor  shall  enter,  be  in  or  remain  in  a 
licensed  beverage  room,  lounge,  night  club  or  any 
other  kind  of  licensed  premises  designated  in 
regulations. 

(RSA  1980  cL-17  s84;  1985  c36  s23) 

85     No  person  shall 

(a)  ...sell,  provide,  convey  or  give  custody  of 
liquor  to  a  minor,  or 

(b)  permit  any  person  to  supply  liquor  in  licensed 
premises  or  premises  described  in  a  permit  to  a 
minor  who  is  in  those  licensed  premises. 

(RSA  1980  cL-17s85) 

(note:  A  minor  is  an  individual  under  the  age 
of  18  years.) 

adhere  to  Liquor  Control  Act  regarding 
minors 


outline  Liquor  Control  Act  regard'mg  refusal 
to  sell  liquor: 

76(1 )  An  employee  or  agent  of  the  Board,  a 
licensee  or  permittee  or  an  employee  of  a  licensee 
or  permittee  may  refuse  to  sell  liquor  to  any  person, 
and  need  not  give  a  reason  to  that  person  for  so 
refusing. 

(2)  If  a  licensee  or  permittee  or  an  employee  of  a 
licensee  or  permittee  has  refused  to  sell  liquor  to 
any  person,  he  shall  at  the  request  of  the  Board  give 
to  the  Board  his  reasons  for  so  doing  with  full  partic- 
ulars of  the  circumstances  relating  to  the  refusal. 

(SA  1980  c74  s76) 

adhere  to  Liquor  Control  Act  regarding 
refusal  to  sell  liquor 


HOST/HOSTESS  STANDARDS 


SKILL  2: 
ADHERE  TO 
LIQUOR 
CONTROL  ACT 
REGULATIONS 


The  participant  must: 


2.3 


adhere  to  Liquor 
Control  Act 
regarding  con- 
duct on  licensed 
premises 


2.4 


adhere  to  Liquor 
Control  Act 
regarding  refusal 
to  leave  licensed 
premises 


STANDARD 

The  participant  will: 

outline  Liquor  Control  Act  regarding  conduct 
on  licensed  premises: 

(2)  No  licensee  or  permittee  and  no  employee  or 
agent  of  a  licensee  or  permittee  shall 

(a)  permit  any  drunkenness  or  any  violent,  quar- 
relsome, riotous  or  disorderly  conduct  to  take 
place  on  the  licensed  premises  or  the  premises 
described  in  the  permit, 

(b)  sell  or  provide  liquor  to  a  person  apparently 
under  the  influence  of  alcohol  or  a  drug,  or 

(c)  permit  a  person  apparently  under  the  influ- 
ence of  alcohol  or  a  drug  to  consume  liquor  on 
the  licensed  premises  or  the  premises  described 
in  the  permit. 

(RSA  1980  cL-17  s95;  1985  c36  s25;  1987 
c29s13) 

adhere  to  Liquor  Control  Act  regarding  con- 
duct on  licensed  premises 

outline  Liquor  Control  Act  regard'mg  refusal 
to  leave  licensed  premises: 

(3)  A  person  who  is  in 

(a)  licensed  premises,  and  does  not  immediately 
leave  the  licensed  premises  when  requested  to 
do  so  by  the  licensee  or  his  employee,... 
is  trespassing  on  the  licensed  premises  or  premises 
described  in  the  permit,  as  the  case  may  be. 

(RSA  1980  cL-17s98) 

adhere  to  Liquor  Control  Act  regarding 
refusal  to  leave  licensed  premises 
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SKILL  2: 
ADHERE  TO 
LIQUOR 
CONTROL  ACT 
REGULATIONS 


The  participant  must: 

2.5  adhere  to  Liquor 
Control  Act 
regarding 
removal  of  alco- 
hol from  licensed 
premises 


STANDARD 

The  participant  will: 

outline  Liquor  Control  Act  regarding  removal 
of  alcohol  from  licensed  premises: 

(a)  A  beer  vendors  licence  authorizes  the 
licensee... 

(b)  to  sell  beer,  for  consumption  off  the  licensed 
premises  in  which  it  is  sold,  in  closed  bottles  or 
by  the  case. 

(AR  362/80  s1 3) 

(4)  An  inspector  who  pursuant  to  an  inspection 
under  subsection  (1) 

(a)  finds  any  liquor  that  he  believes  on  reason- 
able and  probable  grounds  is  unlawfully  acquired 
or  kept  or  is  kept  for  unlawful  purposes  in  contra- 
vention of  this  Act  or  the  regulations,  and 

(b)  believes  on  reasonable  and  probable  grounds 
that  obtaining  a  warrant  would  cause  a  delay  that 
could  result  in  the  loss  or  destruction  of 
evidence, 

may  immediately  seize  and  remove  the  liquor  and 
the  packages  in  which  it  is  kept. 

(RSA/85  c36  s31) 

adhere  to  Liquor  Control  Act  regarding 
removal  of  alcohol  from  licensed  premises 


D.  FOOD  AND 
BEVERAGE 
SERVICE 


HOST/HOSTESS  STANDARDS 


SKILL  3: 

FOLLOW  HOUSE 
POLICY 


The  participant  must: 


3.1 


follow  policy 
regarding  selling 
of  food  and 
beverages 


3.2  follow  food  ser- 
vice policy 


3.3  follow  policy 
regarding  how  to 
serve  guests  with 
allergies 


STANDARD 

The  participant  will: 

state  policy  regarding  selling  of  food  and 
beverages: 

a)  assist  food  and  beverage  servers  to  sell 
products  of  establishment  within  realm  of 
host/hostess  responsibilities,  e.g.  tell 
guests  about  specials  of  day 

b)  sell  food  and  beverages  without  being 
coercive  or  using  high  pressure  sales 
techniques 

c)  do  not  ignore  wants  and  needs  of  guest, 
which  are  paramount 

follow  policy  regarding  selling  of  food  and 
beverages,  with  consideration  of  house 
policy 

outline  food  service  policy: 

a)  make  service  of  hot  foods  a  priority 

b)  accommodate  special  requests  whenever 
possible 

c)  check  for  guest  satisfaction  during  meal 

follow  food  service  policy,  with  consideration 
of  house  policy 

outline  policy  regarding  how  to  serve  guests 
with  allergies: 

a)  know  ingredients  in  all  food  and  beverage 
items 

be  prepared  to  inquire  about  ingredients 
in  food  items  and  relay  information  back 
to  guest 

note  allergy  on  order  pad  or  guest  check 
confirm  absence  of  allergen  when  picking 
up  orders 

e)  confirm  to  guest  that  order  is  without 
allergen 

follow  policy  regarding  how  to  serve  guests 
with  allergies,  with  consideration  of  house 
policy 


b) 


c) 
d) 
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D.  FOOD  AND 
BEVERAGE 
SERVICE 


o 


SKILL  4: 

HAVE  PRODUCT 

KNOWLEDGE 


The  participant  must: 

4.1  describe  impor- 
tance of  product 
knowledge 


4.2  describe  food 
and  beverage 
items 


4.3  describe  daily 
specials  to 
customers 


4.4  describe  menu 
terms 


STANDARD 

The  participant  will: 

describe  importance  of  product  knowledge: 

a)  essential  to  sales,  e.g.  employees  can 
use  knowledge  of  product  to  describe 
product 

b)  essential  to  service,  e.g.  customers 
questions  about  product  can  be 
answered 

c)  essential  to  job  satisfaction,  e.g.  employ- 
ees are  competent,  confident  and  willing 
to  learn  more 

describe  food  and  beverage  items  according 
to: 

a)  food  menu: 

•  style,  e.g.  Californian,  Cajun,  French 

•  layout  and  categories 

•  taste 

•  ingredients 

•  preparation  method,  e.g.  broiled,  baked 

•  service  time 

•  best-selling  items 

•  chef's  recommendation 

•  price 

b)  beverage  menu: 

•  best  sellers 

•  price 

•  features  and  house  specials 

•  feature  cocktails 

•  house  wines: 

-  sweetness 

-  origin 

-  type,  e.g.  red,  white,  rose 

identify  how  to  describe  daily  specials: 

a)  use  name  of  special 

b)  describe  preparation  method 

c)  list  ingredients 

d)  estimate  cooking  time 

e)  give  price 

describe  daily  specials  to  customers,  with 
consideration  of  house  policy 

describe  menu  terms: 
a)  cooking  terms: 

•  bake  -  food  placed  in  hot,  dry  air,  e.g. 
oven 

•  broil  -  food  exposed  to  direct  source  of 


HOST/HOSTESS  STANDARDS 


SKILL  4: 

HAVE  PRODUCT 

KNOWLEDGE 


The  participant  must: 
4.4  cont'd. 


STANDARD 

The  participant  will: 

high  heat 

•  grill  -  food  placed  on  solid  flat  surface 
called  griddle 

•  poach  -  food  placed  in  small  amount  of 
hot,  not  boiling  liquid 

•  steam  -  food  exposed  to  vapour  of  boil- 
ing water 

•  braise  -  food  placed  in  small  amount  of 
liquid,  covered,  and  exposed  to  hot  dry 
air 

•  pan  fry  -  food  placed  in  pan  with  mod- 
erate amount  of  fat  and  cooked  over 
medium  heat 

•  deep  fry  -  food  submerged  in  hot  fat 

•  saute  -  similar  to  pan  frying  but  takes 
less  time  and  requires  less  fat 

b)  sauce  terms: 

•  Bechamel  -  milk  and  roux  sauce  with 
onions  and  seasonings 

•  cream  -  Bechamel  sauce  made  with 
heavy  cream 

•  white  wine  sauce  -  veloute  with  white 
wine,  heavy  cream,  seasonings  and 
lemon  juice 

•  Creole  -  tomato  sauce  with  onion,  cel- 
ery, green  pepper  and  garlic 

•  Hollandaise  -  butter,  peppercorns,  salt, 
vinegar  egg  yolks  lemon  juice  and 
cayenne 

•  tartar  sauce  -  mayonnaise,  pickles, 
onions  and  parsley 

•  cocktail  sauce  -  ketchup,  chili  sauce, 
and  horseradish 

c)  preparation  terms: 

•  a  la  carte  -  referring  to  a  menu  which 
lists  each  item  and  its  price 

•  al  dente  -  firm  to  the  bite,  not  soft  or 
mushy 

•  au  gratin  -  having  a  browned  or  crusted 
top,  often  made  by  topping  with  bread 
crumbs,  cheese  or  sauce  toasted 
under  a  broiler 

•  au  jus  -  served  with  its  natural  juices, 
usually  unthickened 

•  florentine  -  garnished  with  or  contain- 
ing spinach 

•  fricassee  -  a  white  stew  with  meat  that 
has  been  cooked  in  fat  but  not  browned 
before  liquid  is  added 
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D.  FOOD  AND 
BEVERAGE 
SERVICE 


SKILL  4: 

HAVE  PRODUCT 

KNOWLEDGE 


The  participant  must: 

4.5  describe  com- 
mon service 
types 


STANDARD 

The  participant  will: 

describe  common  service  types: 

a)  French  service  -  food  is  partially  pre- 
pared in  kitchen  and  reheated  or  cooked 
at  table  on  gueridon  by  waiter,  captain  or 
maitre  d' 

b)  Russian  service  -  food  is  fully  cooked  in 
kitchen  and  is  served  from  silver  platters 
to  customers'  plates  at  table;  waiter,  cap- 
tain or  maitre  d'  shows  platter  to  cus- 
tomer from  customer's  left  and  serves 
requested  items  and  amounts  with  serv- 
ing spoon  and  fork 

c)  American  service  -  food  is  fully  cooked 
and  placed  on  plate  in  kitchen,  ready  for 
delivery  to  customer  by  server 

d)  English  service  -  food  is  fully  cooked  in 
kitchen  and  is  placed  on  serving  platters 
to  be  served  by  customer/host  at  head  of 
table;  host  carves  and  serves  meal  to 
individual  plates,  then  plate  is  handed  to 
server  for  delivery  to  appropriate  diner 

e)  buffet  service  -  customers  choose  meals 
from  serving  table  and  serve  themselves, 
are  served  by  staff,  or  combination  of 
both 

f)  banquet/catering  -  identical  pre-deter- 
mined  meals  are  cooked  and  plated  in 
kitchen  and  served  to  number  of  people 
at  scheduled  time  and  date 

g)  outside  catering  -  partially  or  fully  pre- 
pared food  is  delivered  to  location  out- 
side of  facility 

h)  room  service  -  food  is  partially  or  fully 
prepared  and  is  delivered  to  an  adjoining 
or  affiliated  room  in  hotel,  motel  or  lodge 


HOST/HOSTESS  STANDARDS 


o 


SKILL  4: 

HAVE  PRODUCT 

KNOWLEDGE 


The  participant  must: 

4.6  describe 

American  service 
or  house  cover 


STANDARD 

The  participant  will: 

describe  American  service  or  house  cover: 

a)  place  setting,  from  left  to  right: 

•  salad  fork 

•  dinner  fork 

•  napkin,  centred  between  dinner  fork 
and  dinner  knife  in  space  reserved  for 
plate 

•  dinner  knife,  blade  facing  napkin 

•  bread  and  butter  knife,  blade  faces 
napkin 

•  coffee  spoon 

•  soup  spoon 

•  water  glass,  centred  above  dinner  knife 

•  side  plate,  centred  above  forks 

b)  wine  glasses  and  any  additional 
tableware: 

•  wine  glass  is  placed  to  right  of  and  just 
below  water  glass 

•  if  serving  more  than  one  wine,  wine 
glasses  are  placed  in  a  row  to  right  of 
water  glass,  or  one  wine  glass  directly 
to  right  of  water  glass  and  other  wine 
glass  directly  below  first  wine  glass 

•  salad  served  with  main  course  is 
placed  to  left  of  forks 

•  coffee  cup  is  placed  to  right  of  spoons 
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O 


SKILLS: 
USE  SELLING 
SKILLS 


The  participant  must: 

5.1  use  establish- 
ment knowledge 
to  enhance 
guests' 
experience 


STANDARD 

The  participant  will: 

outline  how  to  use  establishment  knowledge 
to  enhance  guests'  experience: 

inform  guests  about  establishment's  style, 
cuisine,  specials,  history,  ownership,  adver- 
tising campaigns  and  promotions 

use  establishment  knowledge  to  enhance 
guests'  experience,  with  consideration  of 
house  policy 


D.  FOOD  AND 
BEVERAGE 
SERVICE 


HOST/HOSTESS  STANDARDS 


SKILL  6: 
OUTLINE  TABLE 
SERVICE 
PROCEDURES 


The  participant  must: 

6.1  outline  steps  that 
food  and  bever- 
age server  would 
follow  to  serve 
table 


6.2  identify  order  in 
which  courses 
are  served 


6.3  describe  order  in 
which  guests  are 
served 
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STANDARD 

The  participant  will: 

outline  steps  that  food  and  beverage  server 
would  follow  to  serve  table: 

a)  greet  guests 

b)  pour  water 

c)  take  cocktail  order 

d)  serve  cocktails 

e)  take  food  order 

f)  take  wine  order 

g)  serve  food 

h)  serve  wine 

i)  periodically  ask  guests  if  meal  is 
enjoyable 

j)    take  dessert  and  after-dinner  beverage 
order 

k)  serve  desserts,  coffee,  after-dinner  bev- 
erage order 

I)    refill  coffee  or  teapot  and  request  addi- 
tional order 

m)  serve  additional  order  or  present  guest 
check 

n)  process  guest  check  payment 

o)  return  change  and/or  charge  card  to 
guest  with  smile  and  express  apprecia- 
tion for  patronage 

p)  monitor  guests'  needs  and  perform  addi- 
tional requests 

q)  assist  guests  as  necessary  when  leaving, 
expressing  appropriate  farewell 

identify  order  in  which  courses  are  served: 

a)  appetizer 

b)  soup 

c)  salad 

d)  main  course 

e)  dessert  and  coffee 

describe  order  in  which  guests  are  served: 

a)  women  and  children 

b)  person  to  right  of  host,  continuing  coun- 
terclockwise around  table 

c)  host 


D.  FOOD  AND 
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o 


SKILLS: 
OUTLINE  TABLE 
SERVICE 
PROCEDURES 


The  participant  must: 

6.4  describe  profes- 
sional serving 
techniques 


6.5  outline  guidelines 
for  plate 
positioning 


STANDARD 

The  participant  will: 

describe  professional  serving  techniques: 

a)  table  service: 

•  serve  food  at  guest's  left  with  left  hand 

•  serve  beverages  at  guest's  right  with 
right  hand 

•  serve  condiments  at  guest's  left 

•  remove  items  without  reaching  across 
guest 

b)  booth  service: 

•  serve  guest  furthest  from  server  first 

•  guest  on  server's  left  is  served  with 
right  hand;  remove  used  or  unneces- 
sary tableware  with  left  hand 

•  guest  on  right  is  served  with  left  hand; 
remove  used  or  unnecessary  tableware 
with  right  hand 

outline  guidelines  for  plate  positioning: 

a)  place  plate  in  front  of  guest  with  main 
ingredient,  e.g.  meat,  fish,  at  six  o'clock 
position 

b)  position  plate  2.5  cm  (1  in)  from  edge  of 
table  closest  to  guest 


D.  FOOD  AND 
BEVERAGE 
SERVICE 


HOST/HOSTESS  STANDARDS 


SKILL  1: 

IDENTIFY 

REGULATIONS 


The  participant  must: 

1 .1  outline  tip  report- 
ing obligation 
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STANDARD 

The  participant  will: 

outline  tip  reporting  obligation: 

all  tips  are  income  and  as  such  must  be 
reported  to  Revenue  Canada 


E.  MONETARY 
TRANSACTION 
SKILLS 


HOST/HOSTESS  STANDARDS 
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SKILL  2: 
FOLLOW  TIP 
ETIQUETTE 


The  participant  must: 

2.1  define  gratuity 
(tip) 


2.2  describe  tipping 
out 


2.3  identify  methods 
of  tipping  out 


2.4  follow  tip 
etiquette 


STANDARD 

The  participant  will: 

define  gratuity  (tip): 

money  given  in  appreciation  of  services 
describe  tipping  out: 

practice  of  sharing  portion  of  tips  with  other 
staff,  because  all  employees  contribute  to 
the  guests'  hospitality  experience 

identify  methods  of  tipping  out: 

a)  tip  pools 

b)  percentage  of  ring  out 

c)  fixed  amount  of  tip 

outline  tip  etiquette: 

a)  never  assume  tips 

b)  never  discuss  tips  in  presence  of 
customers 

c)  never  express  dissatisfaction  with  tips 

d)  never  take  another  staff  member's  tips 


follow  tip  etiquette 


E.  MONETARY 
TRANSACTION 
SKILLS 


HOST/HOSTESS  STANDARDS 


o 


SKILLS: 

OUTLINE 

MONETARY 

TRANSACTION 

SKILLS 


The  participant  must: 

3.1  determine  rate  of 
currency 
exchange 


3.2  outline  procedure 
for  cashing  out 


3.3  accept  guest 
payment 


49 


ALBERTA 
TOURISM 
EDUCATION 
COUNCIL 


STANDARD 

The  participant  will: 

outline  how  to  determine  rate  of  currency 
exchange: 

contact  supervisor  to  confirm  in-house  rates 
of  exchange  prior  to  shift 

determine  rate  of  currency  exchange 

outline  procedure  for  cashing  out: 

a)  obtain  total  shift  sales 

b)  separate  cash  sales  from  non-cash  sales 

c)  record  non-cash  sales 

d)  total  non-cash  sales 

e)  subtract  non-cash  sales  from  total  sales 

f)  prepare  deposit  by  listing  denomination 
of  bills 

g)  total  cash  deposit 

h)  obtain  required  approval  for  voids  and 
promotions 

i)  prepare  required  cash  float 
j)    calculate  exchange  rates 

k)  calculate  overages  and  shortages 
I)   follow  deposit  procedures 

outline  procedures  for  accepting  guest 
payment: 

a)  cash: 

•  accept  guest  check  and  cash 

•  state  total  cash  received  from  customer 

•  make  appropriate  change 

•  keep  customer  payment  separate  until 
guest  has  accepted  change 

•  place  cash  and  guest  check  with  float 
and  other  sales  related  items 

b)  credit  cards: 

•  ensure  establishment  accepts  type  of 
credit  card  offered 

•  check  card  expiry  date 

•  check  card  number  against  current 
cancellation  bulletin 

•  run  card  and  charge  slip  through 
imprinter 

•  ensure  all  copies  are  clearly  imprinted 

•  receive  authorization  when  necessary 

•  fill  in  charge  slip  with  information: 

-  date 

-  bill  number 

-  clerk  initials 

-  amount  of  charge 


E.  MONETARY 
TRANSACTION 
SKILLS 


HOST/HOSTESS  STANDARDS 
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E.  MONETARY 
TRANSACTION 
SKILLS 


SKILLS: 

OUTLINE 

MONETARY 

TRANSACTION 

SKILLS 


The  participant  must: 
3.3  cont'd. 


STANDARD 

The  participant  will: 

-  authorization  number  if  required 

•  request  signature 

•  confirm  signatures  on  card  and  charge 
slip  match 

•  return  credit  card  and  customer  copy  of 
charge  slip  to  customer 

•  destroy  carbons 

•  place  remaining  copies  of  charge  slip 
and  guest  check  with  float  and  other 
sales  related  items 

c)  traveller's  cheques: 

•  ensure  acceptance  of  cheque  brand 

•  check  currency  type 

•  ensure  signatures  on  cheque  are 
identical 

•  ensure  location  of  establishment  is  writ- 
ten on  cheque 

d)  personal  cheques: 

•  know  house  policy  regarding  accep- 
tance of  personal  cheques 

•  ensure  cheque  has  signature  and  cur- 
rent address  of  customer  and  correct 
date 

•  ensure  that  cheque  amounts  in  words 
and  numerals  are  identical 

•  ensure  that  changes  are  initialled 

•  document  acceptable  identification, 
e.g.  driver's  license,  major  credit  card, 
on  back  of  cheque 

e)  charges  by  telephone: 

•  verify  expiry  date  of  credit  card 

•  record  number  of  credit  card 

•  obtain  authorization 

•  fill  in  charge  slip  information 

f)  house  accounts: 

•  contact  front  desk  to  ensure  account  is 
valid 

•  note  account  number/room  number 

•  obtain  customer  signature 

•  ensure  charge  is  processed  as  soon  as 
possible 

g)  insufficient  funds: 

•  cash: 

-  ask  for  alternative  method  of  pay- 
ment, e.g.  credit  card 

-  obtain  collateral,  e.g.  watch,  to 
ensure  good  faith  if  alternative 
method  of  payment  is  not  available 


HOST/HOSTESS  STANDARDS 


SKILL  3: 

OUTLINE 

MONETARY 

TRANSACTION 

SKILLS 


The  participant  must: 
3.3  cont'd. 
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STANDARD 

The  participant  will: 

•  credit  card: 

-  ask  for  alternative  method  of  pay- 
ment, e.g.  cash,  other  credit  cards 

-  follow  instructions  of  credit  card 
company 

h)  unpaid  bills: 

•  document  description  of  offenders 

•  phone  police  to  lodge  a  formal 
complaint 

•  provide  details  to  police  when 
necessary 

•  alert  security  when  applicable 

•  communicate  description  and  details  to 
rest  of  staff 

accept  guest  payment,  with  consideration  of 
house  policy 


E.  MONETARY 
TRANSACTION 
SKILLS 


HOST/HOSTESS  STANDARDS 
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E.  MONETARY 
TRANSACTION 
SKILLS 


SKILL  4: 
OUTLINE  CASH 
REGISTER 
SKILLS 


The  participant  must: 

4.1  define  electronic 
cash  system 
terminology 


4.2  operate  standard 
electronic  cash 
register 


STANDARD 

The  participant  will: 

define  electronic  cash  system  terminology: 

a)  identification  (ID)  number  -  machine 
number  assigned  to  employee 

b)  key  -  identifies  employee  and  allows 
access  to  system 

c)  sign  in  -  entering  ID  number  or  inserting 
key  to  enter  system 

d)  opening  guest  check  -  means  of  organiz- 
ing sales  by  identifying  customer  by  loca- 
tion, usually  by  table  number 

e)  ring  in  -  entering  information  into  cash 
register;  in  some  systems,  part  of  order- 
ing process 

f)  modify  -  special  instructions  that  accom- 
pany order 

g)  price  look  up  (PLU)  -  pre-programmed 
code  for  individual  items 

h)  previous  balance  -  updated  total  on 
guest  check 

i)  ring  out  -  obtaining  summary  of  shift's 
sales 

j)    pre-set  board  -  keyboard  with  specific 

keys  pre-programmed  with  price  for  items 
k)  sign  out  -  exiting  machine 
I)    cash  out  -  submitting  cash,  charges, 
guest  cheques  and  other  sales  related 
items  to  accounting  department  or 
supervisor 

outline  procedure  to  operate  standard  elec- 
tronic cash  register: 

a)  enter  ID  number/sign  in 

b)  confirm  totals  are  cleared  from  previous 
shift 

c)  check  that  date  is  correct 

d)  open  guest  check 

e)  use  keying  procedure 

f)  modify  order 

g)  initiate  void 

h)  authorize  voids 

i)  correct  errors 

j)    close  or  cash  out  guest  check 
k)  sign  out  of  machine 
I)    replace  cash  register  tape 
m)  change  cash  register  ribbon 

operate  standard  electronic  cash  register  in 
training  mode 


HOST/HOSTESS  STANDARDS 


o 


SKILL  1: 

FOLLOW 

REGULATIONS 


The  participant  must: 


1.1 


outline 

Occupational 
Health  and 
Safety  Act 
regarding  house- 
keeping, clothing 
and  foot 
protection 


1.2 


follow  Worker's 
Compensation 
Act  regarding 
notice  of  injury 


STANDARD 

The  participant  will: 

outline  Occupational  Health  and  Safety  Act 
regarding  housekeeping,  clothing  and  foot 
protection: 

20  An  employer  shall  ensure  that... 

(a)  each  work  site  is  kept  clean  and  free  from 

tripping  and  slipping  hazards 
35  An  employer  shall  ensure  that  where  there  is  a 
possibility  that  a  worker  or  the  worker's  clothing 
might  come  into  contact  with  moving  parts  of 
machinery,  the  worker: 

(a)  wears  close  fitting  clothing 

(b)  confines  or  cuts  short  his  head  and  facial  hair, 
and 

(c)  avoids  wearing  dangling  neckwear,  jewellery 
or  other  similar  items 

(AR  448/83) 

88(1 )  where  a  danger  of  injury  to  a  worker's  foot 
exists  or  may  exist,  his  employer  shall  ensure  that 
the  worker  wears  safety  footwear  that  is  appropriate 
to  the  nature  of  the  hazard  associated  with  the  par- 
ticular work  process... 

(AR  448/83;  348/84) 

outline  Worker's  Compensation  Act  regard- 
ing notice  of  injury: 

27(1)  If  a  worker 

a)  suffers  personal  injury  by  an  accident,  or 

b)  regardless  of  whether  he  is  injured,  is,  as  a 
result  of  an  accident,  entitled  to  medical  aid 
under  Part  4, 

the  worker  shall,  as  soon  as  practicable  after  the 
accident,  give  notice  of  the  accident  in  accordance 
with  the  regulations 

c)  to  the  employer,  and 

d)  to  the  Board,  if  the  injury  disables  or  is  likely  to 
disable  the  worker  for  more  than  the  day  of  the 
accident 

(SA  1981  cW-16  S27;  1983  C32  S3) 

follow  Worker's  Compensation  Act  regarding 
notice  of  injury 
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COUNCIL 


F.  SAFETY  AND 
SANITATION 


SKILL  1: 

FOLLOW 

REGULATIONS 


The  participant  must: 


1.3 


1.4 


1.5 


1.6 


outline  Fire 
Prevention  Act 
regarding  occu- 
pant load  sign 
and  occupant 
load 


follow  Fire 
Prevention  Act 
regarding  exit 
doors 


outline  Fire 
Prevention  Act 
regarding 
inspectors 


follow  Fire 
Prevention  Act 
regarding 
obstructed  exits 


STANDARD 

The  participant  will: 

outline  Fire  Prevention  Act  regarding  occu- 
pant load  sign  and  occupant  load: 

46(2)  The  number  of  occupants  permitted  to  enter  a 
room  shall  not  exceed  the  maximum  occupant 
load... 

(AR  151/84  s46;  135/86) 

46.1  (1 )  A  floor  area  or  part  of  a  floor  area  classified 
as  an  assembly  occupancy  that  has  an  occupant 
load  exceeding  60  persons  shall  have  the  occupant 
load  posted  on  a  sign  in  an  accepted  location  near 
the  principal  entrance 

(AR  135/86  si  4) 


outline  Fire  Prevention  Act  regarding  exit 
doors: 

49(3)  An  exit  door  shall  not  be  bolted,  barred  or 
locked  other  than  with  a  device  that  complies  with 
subsection  (1)  or  (2). 

(AR  151/84  s49;  135/86) 

follow  Fire  Prevention  Act  regarding  exit 
doors 


outline  Fire  Prevention  Act  regarding 
inspectors: 

1.  Fire  Commissioner,  Deputy  Fire  Commissioner, 
Inspector  and  a  local  assistant  in  the  municipality  or 
part  of  municipality  over  which  he  has  jurisdiction 
may  inspect  any  building  structure  or  place. 

2.  A  person  making  an  inspection  under  this  section 

(a)  has  the  right  to  enter  at  reasonable  times  the 
building,  structure  or  place  that  is  the  subject  of 
the  inspection. 

(b)  may  take  with  him  any  person  or  thing  that  he 
considers  would  be  of  assistance  in  making  the 
inspection. 

(c)  may  temporarily  close  the  building,  structure 
or  place  for  the  purpose  of  making  the 
inspection. 

(AR/82cl-10.1  Sl1) 

outline  Fire  Prevention  Act  regulations 
regarding  obstructed  exits: 

47(1)  Corridors  used  by  the  public,  access  to  exits 
and  exits  shall  be  maintained  free  of  obstructions. 

(AR  151/84  s47;  135/86) 

follow  Fire  Prevention  Act  regarding  obstruct- 
ed exits 


HOST/HOSTESS  STANDARDS 


o 


SKILL  1: 

FOLLOW 

REGULATIONS 


The  participant  must: 

1 .7  follow  Fire 
Prevention  Act 
regarding  open 
flames 


1.8 


1.9 


outline  Fire 
Prevention  Act 
regarding  emer- 
gency lighting 


outline  Fire 
Prevention  Act 
regarding  fire 
plans  and  drills 


STANDARD 

The  participant  will: 

outline  Fire  Prevention  /Acf  regarding  open 
flames: 

25(3)  In  places  of  public  assembly,  flaming  meals  or 
drinks  shall  be  ignited  only  at  the  location  of  serv- 
ing, except  where  otherwise  accepted. 

(4)  Refuelling  of  appliances  and  containers  used 
for  flaming  meals  or  drinks  or  for  warming  food  shall 
be  carried  out  only  in  an  accepted  area. 

(5)  A  labelled  and  listed  portable  extinguisher 
with  a  minimum  rating  of  5-BC,  as  described  in  Part 
6,  shall  be  located  on  the  serving  cart  or  table 
where  flaming  meals  and  drinks  are  being  served. 

(6)  Devices  having  open  flames  shall  be  securely 
supported  in  non-combustible  holders  and  shall  be 
located  or  protected  in  an  accepted  manner  so  as  to 
inhibit  accidental  contact  of  the  flame  with  com- 
bustible materials. 

(AR  151/84  s25) 

follow  Fire  Prevention  Act  regarding  open 
flames 


outline  Fire  Prevention  Act  regarding  emer- 
gency lighting: 

50  Except  as  provided  in  section  6,  emergency  light- 
ing shall  be  provided  in  buildings  in  conformance  with 
the  Alberta  Building  Code  1985,  and  the  Electrical 
Protection  Act  and  regulations  under  that  Act. 

(AR1 51/84  s50;1 35/86) 

outline  Fire  Prevention  /Ac?  regarding  fire 
plans  and  drills: 

54(1)  Except  where  a  written  exemption  has  been 
issued  by  the  Fire  Authority,  a  fire  safety  plan  which 
includes  the  following  measures  shall  be  prepared: 

(a)  the  emergency  procedures  to  be  used  in  case 
of  fire  including  sounding  the  fire  alarm,  notifying 
the  fire  department,  instructing  occupants  on  pro- 
cedures to  be  followed  when  the  fire  alarm 
sounds,  evacuating  endangered  occupants  and 
confining,  controlling  and  extinguishing  the  fire; 

(b)  the  appointment  and  organization  of  desig- 
nated supervisory  staff  to  carry  out  fire  safety 
duties; 

(c)  the  instruction  of  supervisory  staff  and  other 
occupants  so  that  they  are  aware  of  their  respon- 
sibilities for  fire  safety; 

(d)  the  holding  of  fire  drills; 

(e)  the  control  of  fire  hazards  in  the  building; 

(f)  the  maintenance  of  building  facilities  provided 
for  the  safety  of  occupants. 

(2)  The  fire  safety  plan  shall  be  accepted  and 
kept  in  the  building  for  inspection  and  for  reference 
by  the  supervisory  staff. 

(AR  151/84  S54;  135/86) 
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SKILL  2: 

FOLLOW  HOUSE 
POLICY 


The  participant  must: 

2.1  follow  safety 
apparel  policy 


2.2 


abide  by  in- 
house  traffic 
policy 


2.3  follow  clean-up 
policy 


STANDARD 

The  participant  will: 

outline  safety  apparel  policy: 

a)  wear  only  well-fitting  uniforms  or  clothing; 
avoid  bulky  or  loose  clothing;  wear  only 
long-sleeved  shirts/blouses 

b)  wear  only  closed-toe  shoes  with  good 
support  and  non-slip  soles 

c)  keep  jewellery  to  a  minimum;  avoid  dan- 
gling jewellery 

d)  ensure  long  hair  is  controlled 

follow  safety  apparel  policy,  with  considera- 
tion of  house  policy 

outline  in-house  traffic  policy: 

a)  keep  to  right  at  all  times 

b)  always  look  forward  when  walking 

c)  stay  alert  and  be  aware  of  surroundings 

d)  do  not  run 

e)  allow  customers  right  of  way 

f)  use  kitchen  entry  and  exit  doors  correctly 

g)  watch  for  objects  on  floor  and  around 
tables,  e.g.  purses,  briefcases 

h)  announce  presence  when  approaching 
blind  corners  or  passing  behind  co- 
workers 

abide  by  in-house  traffic  policy,  with  consid- 
eration of  house  policy 

outline  clean-up  policy: 

a)  clean  spills  and  breaks  as  soon  as  possi- 
ble in  order  to  prevent  accidents;  for  spills 
involving  breakage,  use  damp  paper  tow- 
els to  clean-up  fine  glass  and  china 
particles 

b)  protect  others  from  hazard,  e.g.  in  case 
of  spillage  or  breakage  resulting  in  slip- 
pery floor,  cover  spills  with  chair  or  block 
pathway 

c)  clean-up  breakages  or  spillage  at  guest's 
table  immediately;  remove  any  food  or 
beverage  that  may  contain  glass  or  china 

d)  dispose  of  broken  glass  and  tableware  in 
separate  container  identified  for  that 
purpose 

e)  aid  others  with  clean-up  of  breaks  or 
spills  when  possible 

follow  clean-up  policy,  with  consideration  of 
house  policy 


HOST/HOSTESS  STANDARDS 


SKILL  2: 

FOLLOW  HOUSE 
POLICY 


The  participant  must: 

2.4  demonstrate 
evacuation  policy 


2.5  follow  policy 
regarding  injury 
or  illness 


c) 
d) 


f) 


STANDARD 

The  participant  will: 

outline  evacuation  policy: 

a)  assist  and  co-operate  with  all  staff 

b)  assist  customers  to  evacuate  to  predeter- 
mined area: 

•  remove  those  in  immediate  danger  first 

•  evacuate  customers  with  special 
needs,  e.g.  elderly  and  people  with 
disabilities 

work  quickly  and  calmly 
evacuate  area  of  responsibility;  check  all 
rooms  and  doors 

report  to  warden  or  supervisor  and  follow 
further  instructions 

move  evacuees  well  beyond  exit  doors 
and  out  of  way  of  emergency  response 
personnel 

demonstrate  evacuation  policy 

outline  policy  regarding  injury  or  illness: 

a)  access  emergency  communications: 

•  post  emergency  telephone  numbers 

•  call  emergency  number  if  necessary 

•  provide  all  requested  information 

•  inform  supervisor  of  injury  or  illness 
immediately 

b)  ensure  first  aid  kit  is  accessible: 

•  identify  items  in  first  aid  kit 

•  report  to  supervisor  if  first  aid  kit  needs 
stocking 

c)  lend  assistance  to  emergency  response 
personnel  as  requested 

d)  recognize  possibility  of  legal  implications 
resulting  from  injury  or  illness 

e)  provide  assistance  to  best  of  ability,  pro- 
vided consent  is  given  or  implied  by 
victim 

f)  be  aware  of  possible  infectious  nature  of 
bodily  fluids,  e.g.  blood,  saliva,  and  mini- 
mize risks 

g)  document  all  details  of  incident 

follow  policy  regarding  injury  or  illness,  with 
consideration  of  house  policy 
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SKILL  2: 

FOLLOW  HOUSE 
POLICY 


The  participant  must: 

2.6  follow  smoking 
policy 


2.7  adhere  to  groom- 
ing policy 


STANDARD 

The  participant  will: 

outline  smoking  policy: 

a)  do  not  smoke  in  food  preparation  areas, 
customer  service  areas  or  in  view  of 
customers 

b)  wash  hands  after  smoking 

follow  smoking  policy,  with  consideration  of 
house  policy 

outline  grooming  policy: 
all  staff  must: 

a)  have  natural-looking,  clean  skin 

b)  control  body  odour 

c)  have  clean,  controlled  hair 

d)  practice  good  oral  hygiene 

e)  have  clean  hands  and  clean,  manicured 
nails 

f)  have  clean,  pressed,  well-maintained 
clothing/uniform 

g)  not  wear  dangling  or  garish  jewellery 

h)  keep  use  of  perfume  or  cologne  to 
minimum 

adhere  to  grooming  policy,  with  consideration 
of  house  policy 


F.  SAFETY  AND 
SANITATION 


HOST/HOSTESS  STANDARDS 


SKILL  3: 
DEMONSTRATE 
FIRE  SAFETY 


The  participant  must: 

3.1  identify  compo- 
nents of  fire 
triangle 


3.2  describe  likely 
locations  of  fires 
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STANDARD 

The  participant  will: 

identify  components  of  fire  triangle: 

a)  oxygen 

b)  fuel 

c)  heat 

describe  likely  locations  of  fires: 

a)  kitchen: 

•  in  and  around  cooking  equipment 

•  in  exhaust  hoods 

•  anywhere  fat  and  grease  have  built  up 

•  smoking  materials  in  garbage  or 
furniture 

b)  guest  rooms: 

•  smoking  materials  in 

-  bedding 

-  garbage 

-  furniture 

c)  dining  room/bar: 

•  near  open  candles  or  lamps 

•  nearflambes 

•  smoking  materials  in  garbage  or 
furniture 

d)  electrical  equipment  in  all  areas: 

•  from  overloaded  circuits 

•  from  short  circuits 

•  from  extension  cords 

•  from  improperly  grounded  appliances 

•  from  sub-standard  wiring 


SAFETY  AND 
SANITATION 


HOST/HOSTESS  STANDARDS 


SKILL  3" 
DEMONSTRATE 
FIRE  SAFETY 


The  participant  must: 


3.3 


describe  com- 
mon classifica- 
tions of  fires  and 
extinguishing 
agents 


3.4  outline  methods 
to  extinguish 
small  fires 


3.5  identify  steps  to 
extinguish  cloth- 
ing fire 


STANDARD 

The  participant  will: 

describe  common  classifications  of  fire  and 
extinguishing  agents: 

a)  Class  A: 

•  triangle  symbol 

•  ordinary  combustible  materials  like 
cloth,  wood  and  paper 

•  water  or  multi-purpose  dry  chemical 
extinguishers  are  most  effective  on 
Class  A  fires 

b)  Class  B: 

•  square  symbol 

•  flammable  liquids  such  as  petroleum 
products,  paints  and  cleaners 

•  carbon  dioxide,  regular  dry  chemical 
and  multi-purpose  dry  chemical  extin- 
guishers are  all  effective  on  Class  B 
fires 

c)  Class  C: 

•  circle  symbol 

•  energized  electrical  equipment;  essen- 
tially A  or  B  fire  with  electrical  current 

•  carbon  dioxide,  regular  dry  chemical 
and  multi-purpose  dry  chemical  extin- 
guishers are  all  non-conductors  of  elec- 
tricity and  therefore  effective  on  Class 
C  fires 


outline  methods  to  extinguish  small  fires: 

a)  place  lid  over  fire 

b)  place  wet  rags  or  cloth  on  fire 

c)  place  asbestos  blanket  on  fire 

identify  steps  to  extinguish  clothing  fire: 

a)  stop  moving 

b)  drop  to  floor/ground 

c)  roll 
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SKILL  3: 
DEMONSTRATE 
FIRE  SAFETY 


The  participant  must: 


3.6 


demonstrate  cor- 
rect use  of 
portable  fire 
extinguisher  in 
drill  situation 


3.7  describe  how  to 
handle  emergen- 
cy fire  situations 


3.8  outline  steps  for 
calling  fire 
department 
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STANDARD 

The  participant  will: 

identify  how  to  use  portable  fire 
extinguishers: 

a)  check  label  classification  of  extinguisher 

b)  ensure  extinguisher  is  fully  charged 

c)  show  how  to,  but  do  not  pull  safety  pin 

d)  aim  extinguisher  carefully 

e)  maintain  safe  but  effective  distance 

f)  show  how  to  squeeze  handle 

g)  for  Class  A  fires: 

•  direct  stream  at  base  of  fire 

•  use  side-to-side  motion,  soaking  fuel 
well 

•  break  apart  fuel  and  continue  to  soak 

h)  for  Class  B  fires: 

•  aim  carefully 

•  discharge  across  entire  front  of  fire  with 
side-to-side  motion 

•  continue  discharging  after  flame  is  out 
to  prevent  flashback 

i)  for  Class  C  fires: 

•  use  procedures  for  A  or  B  fires 
accordingly 

•  shut  off  electrical  current  as  soon  as 
possible 

demonstrate  correct  use  of  portable  fire 
extinguisher  in  drill  situation 

describe  how  to  handle  emergency  fire 
situations: 

a)  remove  anyone  in  immediate  danger 

b)  activate  fire  alarm 

c)  call  fire  department 

d)  ensure  doors  and  windows  are  closed 

e)  try  to  control  or  extinguish  fire  if  it  is  not 
too  big  or  too  spread  out 

outline  steps  for  calling  fire  department: 

a)  dial  fire  emergency  number  when  fire 
alarm  is  sounded  or  when  fire  is  verified 

b)  identify  nature  of  emergency  to  emergen- 
cy operator  (if  applicable) 

c)  give  address  twice 

d)  provide  all  information  requested  if  possi- 
ble and  let  operator  disconnect 

e)  report  to  supervisor 


R  SAFETY  AND 
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SANITATION 


SKILL  4: 
PRACTICE 
PERSONAL 
SAFETY 


The  participant  must: 

4.1  use  proper  tech- 
nique for  lifting 
heavy  items 


4.2  follow  burn- 
prevention 
guidelines 


4.3  follow  guidelines 
to  prevent  electri- 
cal shock 


4.4  follow  personal 
safety  guidelines 


STANDARD 

The  participant  will: 

describe  proper  technique  for  lifting  heavy 
items: 

a)  squat  down;  maintain  firm  footing 

b)  get  firm  grip  on  item 

c)  lift  using  leg  and  thigh  muscles 

d)  keep  back  straight 

e)  request  assistance  when  lifting  very 
heavy  or  awkward  items 

use  proper  technique  for  lifting  heavy  items 


describe  burn-prevention  guidelines: 

a)  use  dry  napkin  or  towel  when  carrying 
hot  plates 

b)  clear  pathway  when  carrying  hot  items; 
alert  others  of  possible  danger 

c)  inform  guests  of  hot  plates 

d)  wear  long  sleeves 

e)  do  not  smoke  near  flammable  or  explo- 
sive substances 

follow  burn-prevention  guidelines 

outline  guidelines  to  prevent  electrical  shock: 

a)  do  not  immerse  electrical  appliances  in 
water 

b)  do  not  use  ungrounded  electrical  appli- 
ances or  ungrounded  extension  cords 

c)  never  touch  energized  electrical  appli- 
ances while  standing  in  wet  area 

d)  report  damaged  electrical  equipment  to 
supervisor 

follow  guidelines  to  prevent  electrical  shock 

outline  personal  safety  guidelines: 

a)  stay  alert 

b)  ensure  traffic  paths  are  clear  when  carry- 
ing trays  and  plates 

c)  maintain  composure  when  busy  and  in 
emergencies 

d)  note  potential  hazards  and  report  to 
supervisor 

e)  do  not  work  while  impaired  by  drugs  or 
alcohol 

follow  personal  safety  guidelines 
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SKILLS: 
KNOW  BASIC 
FIRST  AID 


The  participant  must: 

5.1  follow  guidelines 
for  treatment  of 
fainting  victim  in 
practice  situation 


5.2  identify  signs  of 
choking 


5.3  identify  first  aid 
procedures  for 
choking  victims 
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STANDARD 

The  participant  will: 

outline  guidelines  for  treatment  of  fainting 
victim  in  practice  situation: 

a)  place  person  in  recovery  position  (victim 
is  prone,  arm  and  leg  on  same  side  of 
body  at  right  angles  to  body  and  bent  at 
elbow  and  knee) 

b)  ensure  airway  is  open  and  person  is 
breathing 

c)  protect  person  from  extremes  of  tempera- 
ture and  ensure  good  supply  of  fresh  air 

d)  loosen  tight  clothing  at  the  neck,  chest 
and  waist 

e)  keep  person  lying  down  for  1 0  to  1 5  min- 
utes after  fainting  incident 

follow  guidelines  for  treatment  of  fainting  vic- 
tim in  practice  situation 

identify  signs  of  choking: 

a)  inability  to  breathe  or  speak 

b)  clutching  throat 

c)  turning  pale  and  then  deep  blue 

d)  collapsing,  if  treatment  is  not  immediate 

identify  first  aid  procedures  for  choking 
victims: 

a)  abdominal  thrusts 

b)  chest  thrusts 

c)  back  blows 
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R  SAFETY  AND 
SANITATION 


SKILL  6: 

USE  SANITATION 
AND  CLEANING 
PROCEDURES 


The  participant  must: 

6.1  follow  guidelines 
for  handling 
tableware 


6.2  follow  guidelines 
for  protecting 
food  when  serv- 
ing and 
dispensing 


6.3  follow  guidelines 
for  cleaning 
tables  and 
counters 


STANDARD 

The  participant  will: 

outline  guidelines  for  handling  tableware: 

a)  invert  unused  glasses  and  cups  to  pre- 
vent contamination  by  dust  or  sneezing 

b)  do  not  touch  inside  surfaces  of  clean 
tableware,  e.g.  plates 

c)  handle  sanitized  tableware  by: 

•  carrying  stemware  by  base  or  stem 
only 

•  carrying  silverware  by  handle  only, 
even  after  use 

•  storing  utensils  so  only  handles  need 
be  touched 

•  storing  well  above  floor  level  and  pro- 
tecting from  contamination 

d)  discard  chipped  or  cracked  tableware 

e)  dispose  of  single-service  items  after  use, 
e.g.  plasticware,  disposable  containers 

follow  guidelines  for  handling  tableware 

outline  guidelines  for  protecting  food  when 
serving  and  dispensing: 

a)  hold  plates  with  fingers  underneath  and 
thumb  on  rim 

b)  hold  cups  and  glasses  by  base/stem  and 
cutlery  by  handles 

c)  do  not  stack  plates  of  food 

d)  use  tongs  for  handling  foods  wherever 
possible 

e)  wear  disposable  plastic  bags  over  hands 
when  handling  food 

f)  handle  food  as  little  as  possible 

g)  discard  food  that  is  served  but  not 
consumed 

follow  guidelines  for  protecting  food  when 
serving  and  dispensing 

outline  guidelines  for  cleaning  tables  and 
counters: 

a)  clean  and  sanitize  coverless  table  tops 
after  each  use 

b)  do  not  use  table  wipers  for  other 
purposes 

c)  change  linen  tablecloths  or  placemats 
between  settings 

follow  guidelines  for  cleaning  tables  and 
counters 
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SKILL  6: 

USE  SANITATION 
AND  CLEANING 
PROCEDURES 


The  participant  must: 
6.4  sanitize  wipers 
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STANDARD 

The  participant  will: 

outline  how  to  sanitize  wipers: 

a)  use  single-use  disposable  wipers  or 
wipers  made  of  material  that  is  easily 
sanitized 

b)  rinse  in  sanitizing  solution  before  each 
use 

sanitize  wipers 


F.  SAFETY  AND 
SANITATION 
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SKILL  1: 
KNOW 

EMPLOYMENT 
REGULATIONS 


The  participant  must: 


1.1 


outline  scope 
and  objectives  of 
Employment 
Standards  Act 


1.2 


outline 
Employment 
Standards  Code 
regarding  state- 
ment of 
employment 


1.3 


outline 
Employment 
Standards  Code 
regarding  period 
for  computing 
wages  and  over- 
time pay 


STANDARD 

The  participant  will: 

outline  scope  and  objectives  of  Employment 
Standards  Act: 

as  legislated  regulations  governing  minimum 
employment  requirements.  All  employees 
except  those  listed  under  exemption  regula- 
tion are  protected  by  Act.  If  collective  agree- 
ment provides  for  employee  to  receive 
wages,  overtime  pay,  entitlements  or  parental 
benefits  greater  than  those  provided  by 
Employment  Standards  Act,  the  employer 
shall  provide  those  benefits 

outline  Employment  Standards  Code  regard- 
ing statement  of  employment: 

21(1)  Every  employer  shall,  at  the  end  of  each  pay 
period,  provide  each  of  his  employees  with  a  state- 
ment in  writing,  for  retention  by  the  employee,  set- 
ting out  for  the  period  and  in  respect  of  the  employ- 
ee the  following  information: 

(a)  regular  hours  of  work; 

(b)  overtime  hours  of  work; 

(c)  wage  rate; 

(d)  overtime  rate; 

(e)  wages  paid; 

(f)  overtime  pay  paid; 

(g)  time  off  in  place  of  overtime  pay  provided  and 
taken; 

(h)  vacation  pay  paid; 

(i)  general  holiday  pay  paid; 

(j)  money  paid  in  place  of  notice  of  termination  of 
employment; 

(k)  amount  of  each  deduction  from  the  wages, 
overtime  pay  or  entitlements  of  the  employee 
and  the  purpose  for  which  each  deduction  is 
made; 

(I)  period  of  employment  covered  by  the 
statement 

(SAcE-1 0.2/88  s22) 


outline  Employment  Standards  Code  regard- 
ing period  for  computing  wages  and  overtime 
pay: 

23  Wages  and  overtime  pay  shall  be  computed  by 
an  employer  over  a  period  of  employment  that  does 
not  exceed  1  month  or  any  longer  period  that  the 
Director  may  approve. 

(SA  cE-1 0.2/88  s23) 
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o 


SKILL  1: 
KNOW 

EMPLOYMENT 
REGULATIONS 


The  participant  must: 

1.4  outline 

Employment 
Standards  Code 
regarding  pay- 
ment of  wages, 
overtime  pay  and 
entitlements 


1.5  outline 

Employment 
Standards  Code 
regarding 
deductions 


STANDARD 

The  participant  will: 

outline  Employment  Standards  Code  regard- 
ing payment  of  wages,  overtime  pay  and 
entitlements: 

24(1)  Subject  to  subsections  (2)  and  (3),  within  10 
days  after  the  end  of  each  pay  period  an  employer 
shall  pay  to  each  employee  the  wages,  overtime  pay 
and  entitlements  earned  by  the  employee  in  the  pay 
period. 

(2)  If  the  employment  of  an  employee  is  terminat- 
ed by  the  employer  or  by  the  employee  after  giving 
notice  under  section  59,  the  employer  shall  pay  the 
employee  the  wages,  overtime  pay  and  entitlements 
to  which  the  employee  is  entitled  forthwith  after  the 
termination  of  employment. 

(3)  If  the  employment  of  the  employee  is  terminat- 
ed by  the  employee  without  notice  under  section  59, 
the  employer  shall  pay  the  employee  the  wages, 
overtime  pay  and  entitlements  to  which  the  employ- 
ee is  entitled  on  the  employee's  next  scheduled  pay 
day  following  the  expiration  of  10  days  from  the  day 
on  which  the  employment  is  terminated. 

(SAcE-1 0.2/88  s24) 


outline  Employment  Standards  Code  regard- 
ing deductions: 

25(1)  Subject  to  subsection  (2),  an  employer  shall 
not  set  off  against,  deduct,  claim  or  make  a  claim 
against  or  accept  from  the  wages,  overtime  pay  or 
entitlements  of  an  employee  any  sum  of  money 

(2)  An  employer  may  deduct  from  the  wages, 
overtime  pay  or  entitlements  of  an  employee  a  sum 
of  money  that  is 

(a)  permitted  or  required  to  be  deducted  by  an 
Act  or  regulation  or  a  judgment  or  order  of  a 
court,  or 

(b)  subject  to  subsection  (3),  personally  autho- 
rized in  writing  by  the  employee  to  be  deducted 
or  authorized  to  be  deducted  by  a  collective 
agreement  that  is  binding  on  the  employee. 

(3)  Notwithstanding  any  written  authorization  by 
an  employee  or  authorization  in  a  collective  agree- 
ment, an  employer  shall  not  deduct  from  the  wages, 
overtime  pay  or  entitlements  of  an  employee  a  sum 
for 

(a)  faulty  workmanship,  or 

(b)  cash  shortages  or  loss  of  property  if  an  indi- 
vidual other  than  the  employee  has  access  to  the 
cash  or  property 

(SAcE-1 0.2/88  s25) 
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G.  EMPLOYMENT 
STANDARDS 


SKILL  1: 
KNOW 

EMPLOYMENT 
REGULATIONS 


The  participant  must: 

1.6  outline 

Employment 
Standards  Code 
regarding  hours 
of  work  and  over- 
time pay 


1.7  outline 

Employment 
Standards  Code 
regarding  time 
off  with  pay  in 
place  of  overtime 
pay 


STANDARD 

The  participant  will: 

outline  Employment  Standards  Code  regard- 
ing hours  of  work  and  overtime  pay: 

27(1  )...no  employer  shall  require  or  permit  an 
employee  to  work  for  more  than  8  hours  in  a  day  or 
44  hours  in  a  week  unless  the  employer  pays  that 
employee  at  the  overtime  rate  in  accordance  with 
subsections  (2)  and  (3). 

(2)  If  in  a  week  an  employee  completes  44  hours 
of  work  or  less  but  on  one  or  more  of  the  days  in  a 
week  he  completes  more  than  8  hours  of  work,  the 
overtime  rate  shall  be  paid  for  those  hours  in  excess 
of  8  in  each  day. 

(3)  If  in  a  week  an  employee  completes  more 
than  44  hours  of  work, 

(a)  the  hours  of  work  in  excess  of  8  each  day  of 
the  week  shall  be  totalled,  and 

(b)  the  hours  of  work  in  the  week  in  excess  of  44 
shall  be  totalled,  and  the  overtime  rate  shall  be 
paid  for  whichever  is  the  greater  number  of  hours 
under  clause  (a)  or  (b),  or  if  they  are  the  same, 
that  common  number  of  hours. 

(SAcE-1 0.2/88  s27) 

outline  Employment  Standards  Code  regard- 
ing time  off  with  pay  in  place  of  overtime  pay: 

28(1 )  An  employee  or  the  majority  of  a  group  of 
employees  may 

(a)  as  part  of  a  collective  agreement,  or 

(b)  if  there  is  no  collective  agreement,  in  a  written 
agreement  between  the  employee  or  group  of 
employees  and  the  employer 

agree  that,  wholly  or  partly  in  place  of  overtime  pay, 
the  employer  will  provide  and  the  employee  or  group 
of  employees  will  take  time  off  with  pay  in  place  of 
overtime  pay. 

(2)  An  agreement  referred  to  in  subsection  (1) 
shall  be  deemed  to  include  at  least  the  following 
provisions: 

(a)  that  the  time  off  with  pay  in  place  of  overtime 
pay  shall  be  provided,  taken  and  paid  at  the  reg- 
ular rate  of  wages  at  a  time  that  the  employee 
could  have  worked  and  received  wages  from  his 
employer; 

(b)  that  if  time  off  in  place  of  overtime  pay  is  not 
provided,  taken  and  paid  in  accordance  with 
clause  (a),  the  employee  shall  be  paid  at  the 
overtime  rate  for  all  the  overtime  hours  with 
respect  to  which  time  off  was  not  provided,  taken 
and  paid; 

(c)  that  the  time  off  in  place  of  overtime  pay  shall 
be  provided  taken  and  paid  to  the  employee  with- 
in 3  months  of  the  end  of  the  pay  period  in  which 
it  was  earned... 

(SAcE-1 0.2/88  s28) 
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SKILL  1: 
KNOW 

EMPLOYMENT 
REGULATIONS 


The  participant  must: 


1.8 


outline 
Employment 
Standards  Code 
regarding 
employees 
exempted  from 
hours  of  work 
and  overtime 


1.9 


outline 
Employment 
Standards  Code 
regarding  hours 
of  rest 


1.10  outline 

Employment 
Standards  Code 
regarding  notice 
of  work 
schedules 


STANDARD 

The  participant  will: 

outline  Employment  Standards  Code  regula- 
tions regarding  employees  exempted  from 
hours  of  work  and  overtime: 

30(1 )  Section  27  does  not  apply  to  an  employee 
employed  entirely  in 

(a)  a  supervisory  capacity, 

(b)  a  managerial  capacity,  or 

(c)  a  capacity  concerning  matters  of  a  confiden- 
tial nature 

and  whose  duties  do  not,  other  than  in  an  incidental 
way,  consist  of  work  similar  to  that  performed  by 
other  employees  who  are  not  so  employed. 

(SAcE-1 0.2/88  s30) 


outline  Employment  Standards  Code  regard- 
ing hours  of  rest: 

32(1)  An  employer  shall  allow  his  employees  at 
least 

(a)  1  day  of  rest  each  week, 

(b)  2  consecutive  days  of  rest  in  each  period  of  2 
consecutive  weeks, 

(c)  3  consecutive  days  of  rest  in  each  period  of  3 
consecutive  weeks,  or 

(d)  4  consecutive  days  of  rest  in  each  period  of  4 
consecutive  weeks. 

(2)  No  employer  shall  cause  an  employee  to  work 
for  a  period  of  more  than  24  consecutive  days 
unless  the  period  is  followed  by  at  least  4  consecu- 
tive days  of  rest. 

(3)  An  employer  shall  grant  each  of  his  employ- 
ees a  paid  or  unpaid  rest  period  of  at  least  1/2  hour 
during  each  shift  in  excess  of  5  consecutive  hours  of 
work... 


(SAcE-1 0.2/88  s32) 


outline  Employment  Standards  Code  regard- 
ing notice  of  work  schedules: 

33(1)  Every  employer  shall  notify  his  employees 

(a)  of  the  time  at  which  work  begins  and  ends,  or 

(b)  of  the  time  at  which  each  shift  begins  and 
ends, 

by  posting  notices  in  places  where  they  can  be  seen 
by  his  employees  or  by  any  other  method  the 
Director  approves. 

(2)  An  employee  shall  not  be  required  to  change 
from  one  shift  to  another  shift  without  at  least 

(a)  24  hours'  notice  in  writing  of  the  change  of 
shift,  and 

(b)  8  hours  of  rest  between  shifts. 


(SA  cE-1 0.2/88  s33) 
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o 


SKILL  1: 
KNOW 

EMPLOYMENT 
REGULATIONS 


The  participant  must: 

1.11  outline 

Employment 
Standards  Code 
regarding  vaca- 
tions and  vaca- 
tion pay 
entitlement 


1.12  list  general 
holidays 


STANDARD 

The  participant  will: 

outline  Employment  Standards  Code  regard- 
ing vacations  and  vacation  pay  entitlement: 

39(1 )  . .  .an  employer  shall  give  to  each  of  his 
employees, 

(a)  after  each  year  of  employment  with  the 
employer.an  annual  vacation  of  at  least  2  weeks, 
and 

(b)  after  5  years  of  employment  with  the  employ- 
er, an  annual  vacation  of  at  least  3  weeks 

with  vacation  pay  calculated  in  accordance  with 
subsections  (2)  to  (4). 

(2)  The  vacation  pay  payable  for  each  week  of 
vacation  to  an  employee  who  is  paid  by  the  month  is 
an  amount  equal  to  the  wage  of  the  employee  for 
his  normal  hours  of  work  in  a  month  divided  by 

4  1/3. 

(3)  The  vacation  pay  payable  to  an  employee 
who  is  paid  other  than  by  the  month 

(a)  in  the  case  of  an  employee  who  is  entitled  to 

2  weeks  of  vacation  is  an  amount  equal  to  4%  of 
the  employee's  wages  for  the  year  of  employ- 
ment with  respect  to  which  the  vacation  is  given, 
and 

(b)  in  the  case  of  an  employee  who  is  entitled  to 

3  weeks  of  vacation  is  an  amount  equal  to  6%  of 
the  employee's  wages  for  the  year  of  employ- 
ment with  respect  to  which  the  vacation  is  given. 

(4)  Vacation  pay  paid  to  an  employee  shall  be 
deemed  to  be  wages  for  the  purpose  of  calculating 
the  vacation  pay  payable  to  the  employee  in  the  fol- 
lowing year. 

(SA  cE-1 0.2/88  s39) 


list  general  holidays: 

a)  New  Year's  Day 

b)  Family  Day 

c)  Good  Friday 

d)  Victoria  Day 

e)  Canada  Day 

f)  Labour  Day 

g)  Thanksgiving  Day 

h)  Remembrance  Day 

i)  Christmas  Day 
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SKILL  1: 
KNOW 

EMPLOYMENT 
REGULATIONS 


The  participant  must: 

1.13  outline 

Employment 
Standards  Code 
regarding  non- 
entitlement  to 
general  holiday 
pay 


1.14  outline 

Employment 
Standards  Code 
regarding  gener- 
al holiday  pay 
entitlement 


1 .15  outline 

Employment 
Standards  Code 
regarding  gener- 
al holiday  on 
non-working  day 


STANDARD 

The  participant  will: 

outline  Employment  Standards  Code  regard- 
ing non-entitlement  to  general  holiday  pay: 

47  An  employee  is  not  entitled  to  general  holiday 
pay  if  the  employee 

(a)  has  worked  for  less  than  30  days  in  the  pre- 
ceding 12  months, 

(b)  does  not  work  on  a  general  holiday  when  he 
is  required  or  scheduled  to  do  so,  or 

(c)  is  absent  from  his  employment  without  the 
consent  of  his  employer  on  the  employee's  last 
regular  working  day  preceding,  or  the  employee's 
first  regular  working  day  following,  a  general 
holiday 

(SAcE-1 0.2/88  s47) 

outline  Employment  Standards  Code  regard- 
ing general  holiday  pay  entitlement: 

49  If  a  general  holiday  falls  on  a  day  that  would,  but 
for  the  general  holiday,  have  been  a  working  day  for 
the  employee  and  the  employee  works  on  the  gen- 
eral holiday  the  employer  shall 

(a)  pay  the  employee  general  holiday  pay 

(i)  for  each  hour  of  work  of  the  employee 
on  that  day  with  a  sum  that  is  at  least 
equal  to  1 .5  times  the  hourly  wage  of  the 
employee,  and 

(ii)  a  sum  that  is  at  least  equal  to  the  aver- 
age daily  wage  of  the  employee, 

or 

(b)  provide  the  employee 

(i)  for  each  hour  of  work  of  the  employee 
on  that  day  with  a  sum  that  is  at  least 
equal  to  the  hourly  wage  of  the  employee, 

(ii)  with  1  day's  holiday  not  later  than  the 
next  annual  vacation  of  the  employee,  on  a 
day  that  would,  but  for  the  holiday,  be  a 
working  day  for  the  employee,  and 

(iii)  in  respect  of  the  holiday  referred  to  in 
subclause  (ii),  with  general  holiday  pay  of  a 
sum  that  is  at  least  equal  to  the  average 
daily  wage  of  the  employee 

(SA  cE-1 0.2/88  s49) 


outline  Employment  Standards  Code  regard- 
ing general  holiday  on  a  non-working  day: 

50  If  a  general  holiday  falls  on  a  day  that  is  not  nor- 
mally a  working  day  for  an  employee,  but  the 
employee  is  required  or  scheduled  to  work  on  the 
general  holiday,  the  employer  shall  pay  the  employ- 
ee, for  each  hour  of  work  of  the  employee  on  that 
day  general  holiday  pay  of  a  sum  that  is  at  least 
equal  to  1 .5  times  the  hourly  wage  of  the  employee. 


71 


ALBERTA 
TOURISM 
EDUCATION 
COUNCIL 


G. 


EMPLOYMENT 
STANDARDS 


(SAcE-1 0.2/88  s50) 


HOST/HOSTESS  STANDARDS 


SKILL  1: 
KNOW 

EMPLOYMENT 
REGULATIONS 


The  participant  must: 

1.16  outline 

Employment 
Standards  Code 
regarding  termi- 
nation of 
employment 


1.17  outline 

Employment 
Standards  Code 
regarding  notice 
of  termination 


STANDARD 

The  participant  will: 

outline  Employment  Standards  Code  regard- 
ing termination  of  employment: 

57(1)  Subject  to  sections  58  and  59,  no  employer 
shall  terminate  the  employment  of  an  employee 
unless  he  gives  the  employee 

(a)  notice  of  termination  in  accordance  with  sub- 
section (2)(a), 

(b)  a  sum  of  money  in  place  of  notice  of  termina- 
tion in  accordance  with  subsection  (2)(b),  or 

(c)  a  combination  of  notice  of  termination  and 
money  in  place  of  notice  of  termination  in  accor- 
dance with  subsection  (2)(c). 

(2)  If  an  employer  wishes  to  terminate  the 
employment  of  an  employee  by  notice  of  termina- 
tion, the  employer  shall  give  the  employee 

(a)  written  notice  of  termination  of  at  least 

(i)  1  week,  if  the  employee  has  been 
employed  by  the  employer  for  more  than  3 
months  but  less  than  2  years, 

(ii)  2  weeks,  if  the  employee  has  been 
employed  by  the  employer  for  2  years  or 
more  but  less  than  4  years.... 

(SA  cE-1 0.2/88  s57) 

outline  Employment  Standards  Code  regard- 
ing notice  of  termination: 

58(1 )  No  notice  of  termination  of  employment,  pay- 
ment of  money  in  place  of  notice  of  termination  or 
combination  of  notice  and  money  in  place  of  notice 
is  required  to  be  given  or  paid  by  an  employer  under 
this  Act  to  terminate  the  employment  of  an  employ- 
ee if 

(a)  the  employer  has  been  employed  by  his 
employer  for  three  months  or  less;... 

(c)  the  employee  is  employed  for  a  definite  term 
or  task  for  a  period  not  exceeding  12  months  on 
completion  of  which  the  employment  terminates; 

(d)  the  employee  is  temporarily  laid  off; 

(e)  the  employee's  employment  is  terminated  for 
just  cause; 

(f)  the  employee  is  laid  off  after  refusing  an  offer 
by  the  employer  of  reasonable  alternative  work; 

(g)  the  employee  refuses  work  made  available 
through  a  seniority  system;... 

(I)  the  employee  is  employed  on  a  seasonal 
basis  and  on  the  completion  of  the  season,  the 
employee  is  terminated;... 

(SAcE-1 0.2/88  s58) 

59(1 )  If  an  employee  wishes  to  terminate  his 
employment,  the  employee  shall  give  his  employer 
written  notice  of  his  intent  to  terminate  his  employ- 
ment of  at  least 

(a)  1  week,  if  the  employee  has  been  employed 
by  the  employer  for  more  than  3  months  but  less 
than  2  years,  or 


HOST/HOSTESS  STANDARDS 


SKILL  1: 
KNOW 

EMPLOYMENT 
REGULATIONS 


The  participant  must: 
1.17  cont'd. 


1.18  outline 
Individual's 
Rights 

Protection  Act 
regarding  equal 
pay 


1.19  outline  Alberta 
Human  Rights 
Commission 
guidelines 
regarding  sexual 
harassment 


STANDARD 

The  participant  will: 

(b)  2  weeks,  if  the  employee  has  been  employed 
by  the  employer  for  2  years  or  more. 
59(2)  Subsection  (1)  does  not  apply  where 

(a)  there  is  an  established  custom  or  practice  in 
any  industry  respecting  the  termination  of 
employment  that  is  contrary  in  whole  or  in  part  to 
subsection  (1), 

(b)  the  employee  terminates  his  employment 
because  his  personal  health  or  safety  would  be 
in  danger  if  he  continued  to  be  employed  with  his 
employer, 

(c)  the  contract  of  employment  is  or  has  become 
impossible  for  the  employee  to  perform  by  rea- 
son of  unforeseeable  or  unpreventable  causes 
beyond  the  control  of  the  employee,... 

(e)  the  employee  terminates  his  employment 
because  of  a  reduction  in  wage  rate,  overtime 
rate  or  entitlements. 

(SAcE-1 0.2/88  s59) 

outline  Individual's  Rights  Protection  Act 
regarding  equal  pay: 

6(1)  No  employer  shall 

(a)  employ  a  female  employee  for  any  work  at  a 
rate  of  pay  that  is  less  than  the  rate  of  at  which  a 
male  employee  is  employed  by  that  employer  for 
similar  or  substantially  similar  work  in  the  same 
establishment,  or 

(b)  employ  a  male  employee  for  any  work  at  a 
rate  of  pay  that  is  less  than  the  rate  of  pay  at 
which  a  female  employee  is  employed  by  that 
employer  for  similar  or  substantially  similar  work 
in  the  same  establishment 

(RSA  1980  cl-2  s6) 

outline  Alberta  Human  Rights  Commission 
regarding  sexual  harassment: 

a)  sexual  harassment  is  discrimination  on 
the  basis  of  sex  and  is  a  contravention  of 
the  Individual's  Rights  Protection  Act 

b)  if  an  individual  believes  he  or  she  has 
been  a  victim  of  sexual  harassment,  that 
individual  may  come  to  the  Alberta 
Human  Rights  Commission  for  help 

c)  employers  are  responsible  for  maintain- 
ing work  environment  that  is  free  of 
sexual  harassment  for  all  employees 
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SKILL  1: 
KNOW 

EMPLOYMENT 
REGULATIONS 


The  participant  must: 

1.20  outline 

Employment 
Standards  Code 
Minimum  Wage 
Regulation 


1.21 


outline 

grievance  pro- 
cedures to  cor- 
rect possible 
non-compliance 
with 

Employment 
Standards  Code 


STANDARD 

The  participant  will: 

outline  Employment  Standards  Code 
Minimum  Wage  Regulation: 

a)  2  Every  employer  shall  pay  each  of  his  employees 
a  wage  at  a  rate  of  at  least 

(a)  subject  to  clauses  (b)  and  (c),  $4.50  an  hour 

(b)  $4.00  an  hour  to  an  employee  under  18  years 
old  who  attends  school  and  who  is  employed 
outside  his  normal  school  hours  or  on  a  week- 
end, a  vacation  period  or  any  other  day  that  the 
school  is  officially  closed;... 

b)  4(1)  ...if  an  employee  is  employed  for  less  than  3 
consecutive  hours  of  work,  the  employer  shall  pay 
the  employee  for  3  hours  of  work  at  not  less  than 
the  minimum  wage  to  which  the  employee  is 
entitled. 

c)  5(1)  If  board  and  lodging  or  either  of  them  are  fur- 
nished by  an  employer  to  an  employee,  the  amount 
by  which  the  wages  of  the  employee  may  be 
reduced  below  the  minimum  wage  to  which  the 
employee  is  entitled  by  way  of  a  deduction  from 
wages  or  a  payment  out  of  wages  or  both,  shall  not 
exceed 

(a)  $1 .50  for  a  single  meal,  and 

(b)  $2.00  a  day  for  lodging. 

(2)  Notwithstanding  subsection  (1)(a),  an 
employer  shall  not  make  deductions  from  the 
minimum  wage  for  a  meal  not  consumed  by  an 
employee. 

6  No  employer  shall  reduce  the  wage  of  an 
employee  below  the  minimum  wage  to  which  the 
employee  is  entitled  by  making  a  deduction  from 
or  receiving  payment  out  of  wages  for  the  fur- 
nishing, use,  repair  or  laundering  of  any  uniforms 
or  special  articles  of  wearing  apparel  that  the 
employer  requires  the  employee  to  wear  during 
the  employee's  hours  of  work. 

(AR  145/81:220/88) 

outline  grievance  procedures  to  correct  pos- 
sible non-compliance  with  Employment 
Standards  Code: 

a)  approach  employer  regarding  grievance 

b)  if  employer-employee  discussion  does 
not  resolve  conflict,  employee  may  con- 
tact Employment  Standards  Branch  of 
Alberta  Labour  to  give  full  details  of 
grievance 

c)  if  grievance  is  deemed  legitimate, 
Employment  Standards  Branch  will  act 
accordingly 
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